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Section I 

Pneface 
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Preface 



Mematic Inteivlewing Skills Participant's Workbook: What is it? 

' This manual contains all of the forms and training aids that would typically be distributed by 
the trainer during \he training session. It includes material needed for the various training 
exercises that will be done during the session and .provides space for npte taking. 

Systematic Interviewing Skills Partjcipdnfs Workbook: What is its pinpose? 

1 . To provide a record of the training session experience for you to tdxe with you. 

2. To help you organize the information you will be getting and maRe note tal<ing easier. 

3. To provide you with information and response forms you will need in trairiing. 

Systematic interviewing Skills Participanfs Workbook: How do I use it? . * 

The trainer will direct you as to what page to turn to as material is presented and training 
exercises are performed. i * ^ 

The workbook is yours. Use It to facilitate your learning of Systematic Interviewing Skills / 

Systematic intenriewing Skills Training: The Process. . 

The training approoch used during this trair/ng session is based on a Model that requires the 
^iner to tell rr*^. derrionstrate — > elicit description — > elicit action — > summarize 
— > assess \^ich draws on the learning models of learning by Ijstening, learning by observ- 
ing, and learning by doing. This will require you to listen — > watch — > discuss — > do. 
— > assess. ' . " 

Jhe components of the training will be covered utilizing the following outline, as appropridte: 

I, Definitioti 

II. Rationate ^ " , 
Jll. Objectives ^ 

IV. Principles 

V. Demonstration of Non*Facilitative Techniques 

VI. Results of Nori-Facilitative Techniques 

VIL ' Demonstration of Facilitative Techniques , , * 

VIIL Results of F^acilitotive Techniques 

IX. Discrimination Exercises . ^ ^ - 

X. Practice ^ ♦ . ^ ' 

XI. Summary 

Group Discussion ^ 

Group discussion is an integral element in the success of thelraining session. Leoming wjll 
be facilitated by you freely expressing your reactionSpldeas, etc. . . ' 
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Section II 

JntroducHon to 
Systematic interviewing Skills 
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Introduction to Systematic Inteiviewing Skills 

. ' , Purpose of Section II \ 

1 To learn about the Systematic Interviewing Skills model. 

2. To learn the concepts of'Systematic Interviewing Skills,. 

3. To learn about the- importance of the prograan. 

4. To learn about the philosophy of Systematic Interviewing Skills 
5: 'To see an overview of the training program, 

6. To learr> about the objectives of the training program. 



Two general types oMriterviews: 



o\ir 



General Introduction^ 



Type 1) The foQUS is on 



Type 2) 



Examples include: 
The focus is on 



Exampjes include: 

Definition of Systematic Inten^ewin^ Skills 



\ 

4 * 



Major Components of Systematic Interviewing Sl(ills 

Systematic Interview Programming 
Information Ejjchange 
Exchanging information Non-Verbolly • - 

Exchanging Information via Verbal Responding 

The Importance of $]^tematic IntendewTng SIcills' 



Phijpsophy of Systematise Inten^iewing SIcills 
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Relevant, Information Awareness Matrix 

M 

Relevant Information from the Interviewee's Perspective 



Known to 
Interviewee 

Not ' 
Known to 
Inteiviewee 



Knowti to 
Interviewer 



Not Known to 
Interviewer *^ 



. Known ^ 
Dimension 


. 

• 

Hidden Dimension 
(Collection Area) 


s f 

Blind Dimension 
^ (Dissemination 
Area) 


Unknown Dimension 

(Botli Collection 
and Dissemination) 



Known Dimension - Information known by_ 

iBiind Dimension • Information known by 

Hidden Dimension • Information known by. 



Unknown Dimension - Information not known by. 



bi/t not by 

_ , but not^by . 
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Initial phase of 
Reiievant Informatibn Awareness 



Known to* 
Intejyiewee 

Not Known 
' • to , 
Interviewee 



Known, to 
Inteiviewer 



Not Known to 
rhteiviewer 



known ^ 
Dimf nsion 


' * Hidden 
, Dimension' 


" \ Blind 
Dimension 


Unknown, < 
Dimension 



Objective of \ 
Inteiviewer/lnteivlewee Intercictfoh 



Known 
\ to ' 
Interviewee 



Not Known 
to 

Interviewee 



Known to 
Interviewer 



Known 
Dimension 



Biind^imensioil 



Not Known to 
Interviewer 



Hidden 
Dimension 



"7 




Decreasing tt)4 interviewee's biind dimension: Ttiis is octiieved thfi^ughi effective _ 

^Decreasing the hidden dimffhsioh: This is octiieved ttiro^ghi. effective — 

Decreasing the unltnown dirMnsiont lTtifs Is octrieved ftitoughi 



0 
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Interacting 
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Tf\ree ba^icways of interacting with) others; 

1. • 
- 2. 

3. 

1. Playing games Isoyj example of \ interaction, 

2. Talking about the v<eqther is an example^ of 

3 Helping others obtain desired objectives is on example o\.^ -^^ interaction 

Do Not Make the Interview a Gam^ 
«Do Not Make the Interview a Sociable Conversation- 
Do Make the Interview Helpful Interaction 

The most successful intetvlewe^vis: 

An effective , ^ 

An effective ^ 

An effective ~ 

An effective , 

An \ 




OveMew of Trdihing Components 



»iview Programming ^ 

feting the interviewee 
Jng the interview 
Step iii \StrucJ(jring the inteiview^setting 

Informcrilon Exchange jIHfectiveness 

Step i information dissemination 
,Step ii information coiiection 

Non-Vertxil Interaction Techniques 




Step i 
.Step ii 
Step iii 
Step IV 



Positioning 
Observing 
Listening 
Or^nizing 



VertKll Responding 

. Step i Morfient'to-moment responses 

1. Continue 

2. Rastricted'Focus 

3. Exptefqtor^-Focus 

4. Oneci< 

5. [^ciarpth 
Self-Expp^ssive 

1). interpretive 
Step ii mteracjion styles within the interview 
r>?h^Listener 

2. The interrogator 

3. The Explorer 

4. The Reflector 

5. The Declarer 

6. The Self-Exprpsser ^ ^ 

7. The Interpreter 



. QbJectiW^f 
Systematic Inteiviewing Skills Training 

1. To define and teach thoSe basic inteiviewing skiljs which influence thequaiity of informatfon 
exchange within the inteiview. - 1 

2. To expand your response options enabiing you to become a sl<iiied interactionist in carry- 
ing out your major function of ejcchanging information within the interview. ^ 

3. identify moment-to-moment responses^used to coiiect and disseminate information. 

4. Identify-response moctes/styles and interaction profiies, 

5. ' Suggest a response style that wiii fa^Hitate the most self-expression from the interviewed ihus 

enhancing the information Exchange process.^ ' j' 

6. Provide a set of tools which will allow you to evaluate your interview behavior. 

7. The purpose bf this training is not to teach personal adjustment counseling skills. Personal 
adjustment counseling requires additional skills beyond those taught in this program. The 
focus here is on interviewing not counseling. 

4 

Other Objectives 



is 
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Section III . ; 

Sysfemotic Interview Programming 
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(stematic Interview Programming 

« 

X Purpose of Seotion ill 

1 learn the' Importance of programming the interview In a systematic fashion to build in 
.success. 

2\^om how to motivate the lnter\/lewee to appear for an interview. 
3 Learn how to piqn an interview 
* 4 Learn how to istructure the interview setting tojnsure the effective exchange of information. 
5 Develop the tools to assess my skill in this area. 

Definition of Systematic interview Programming 



Major steps in programming an infervtew include: 

\. Attracting the inter\/iewee 
2, Planning the interview 

3 Structuring the interview setting " > 

The importance of Systematic interview Programming 

- There is an infinite variety of "Wrong" strategies and only a few "Ri^ht" strategie^s. * . 

, There is an infinite variety of "Wrong" ways to conduct an interview and only a few "Right" 
ways. " • ' * 

Systematic Iriterview Programming enhances your chances ofemploying "Right" strategies 
and conducting an interview the "Right" way. J . ' 
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step I - Attracting the Interviewee 



Definition of Attrocting Actions 



Importance of Attracting Actions 



Objectives of Attracting Actions 



V 
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Guideiines for Effective Attracting 



1 Decide on your mode of communication 

2 Decide to wtnom \he invitation will be extended. . ^ 
3. Be sure ttne person knows exactly who \he inteiview is witti • 

4 Inform ttne person of what will tnappen 

5 Inform the person of where \he interview will take place 
6' Inform tt^e person of how to get to \he interview 

7 Inform the person of when the interview will take place 

8 Inform tt^e person of the gener6l purpose or the why of the interview. 

9 Encourage the person to appear by presenting h\m he\ o personal reason to appear 

10 Get 0 commitment from the person if you are extending op invitation in person or by 
pt^one 

11 Follow-up if necessary 



Other Guidelines 

12 • - 

13 

14 ' - ^ 



AttractinQ 
Exercise 1 



Mr./iyirs./Nti 
at J 



iss 



Sam Jones 



IQQQ a.m./p.m. on ^ 



has an appointment withi lohjiSiiiillL 



Please be on time. 
« 

Johin Smithi 
Any Agency 
1621 So. Oak Drive 
Tenytown/CA 



1 Is all the information thiat answers thie whio. wtiat. when, whiere and hiow indicated in thie 
appointment slip? ' ' 

0. Wtio is thie person to see? . ' 

b. Whiqt kind of interview is it? , * ^/ ^ 

c Whien is thie interview? ^ • " - 

d. Where is the intery/iew? 

e. How v/ill the person get to the interview? 

2, Is the general purp^)se of the interview described? 

3. Have the siDecific benefits of the appointment for the/person been identified? 
' 4. What might be the consequences or results of this Icind. of attracting actions? 



5. What can be done to improve the attracting actions of this inter^ewer? 



Group Reactions: 



er|c\/ 



20 



1 



\ 



Attracting 
fxercise 2 



NamG: —Ml S a ^i Janes 



. Today's Date: June 16: 1980 



*Appnintmpnt' ^riitial indi^idu^l screenin g interview 

Purpose* about yc^iu interests and how the re^hab agency might be 

of service-to you 1 



Thursday 



Appointment Date: 

With* Joh n Smith , Statfe R ehab Ag ency 

Location: Any Agency 

1621 So. Oak Drive 
Tenytown.CA 
Phone: 511-3232 



July 6, 1980 



.Tinne- 



10 00 a m 



My office is on the 3rd floor, 
roonn 116. The receptionist 
will direct you fo my office 
whenVou arfcvef Enclosed is 
a mop outlining the best route 
to the building. 



Npte . , • 
' Mr Jones, I understand you have beep referred to us by Jack Dailey of the 
Mimy Clinic He informs me ydu are interested tn thp kinds of services we nTiight 
provide to eligible person^ I will look forward to seeing you and discussing with 
•you what we might be able to. do. Call me if you have anV^ questip^*' . 

1 Is aH the information that answers the who, what. when, where and how included in the 
appointment slip? 

a Whtf 'is the person to" see? - > > - ' ^ 

* b. What kind of interview is iP • ^ ^ 

c When is the interviev/? 

d Where is the interview?; « . ' w 

e.^ How will the person get to the interview?, • ; ^ 

2 Is the general purpose of tt)e inferview described? , * < ^ 

3. Have the specific benefits of the appaiatment for the*person been identified? * ^ ^ 

4. What might be the consequences or fesUlts of this kind of attracting actions? 



5. What can be dohe to improve the attiactirig acli^ns of thPs int^jewer? }0 



Group Reoctlons: 



/ 



ERIC 



■21 



Attracting ^ . * * 

' - , ^ Exercisers' ^ . . 

Below is<3 brief sketch ofan indivijfiual. Assume that this, person hasbefen setup to see you for 
an initial inter/lew two weeks from now. Write anInvffatiOFv for an appointment 

Joan Jackson is a 1 7 year old female. She is a special acJucation stud^t at the ^ 
local high school. She was referred to your agency/ordtanizatibn^by the high 
school counselor. Mr. Sam Little. Someone called for an appointment and 
your receptionist ma.de one for her at 8:30 a.m. two weeks from today. 

^ 



T 



AttractinQ 

^ v>^Exercise 4 

Write a statement you would use to moke dn appointment for someone you might en-, 
counter in your present line o{ work. The appointment may be for an initial interview or a later 
interview; 




Attracting The Interviewee 
Self-Assessment Check List 



Wtien making an appointment for.a persbfTtewjome for an interview, I perform \he following 
hiaviors . ~7~ 



, Yes No N/A • z' 
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1 Consider carefully the mode of communication (whether phone, 
written, or in person) that is most appropriate for th| person being 
invited. ' 

2 Consider carefully to whom the invitation [s extended (interviewee. 

parents, guardian, spouse, etc ). 

* . * *' 

3. Make sure-the person knows exactty who the ifiterview is with I 
!^ Identify myself and my 6gency/orgdnizatjon clearly , r' 

4 Iriform the person of wh^ will happen I state thetype of interview 
the p^son is being reiiuested to come for (1 e . this is an initial 
screening interview) ^ --x 

* 5 Inform the person of where thgAnterviewVill tpke place lam very 
— precise in stating the interviewlocation 

6 Ififorrri .the person of how to get to the interview I give precise 
directions of how to get to my location 

^ V 7 Inform the person of when the interview will take place Time and 
,clate are included in the invitation 

8 I nfor'm the person of the general pu rpose or the why of the interview. 
" . I state exactly why ttie person is being extended an irwitation 
• (i a, "To talk about how this agency may help you ") 

'9 Encourage the person to appear by presenting a personal reason 
. i stress ihe benefits or advantages to the person of attending the 
interview. 



10 Follow-up I remind the person of the interview ju^t before the 
scheduled ddte.. / 
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step II • Planning The InteWiew 

Definition of Planning 

Three types of objectives include: 

1 General * - . , ' 

2 Specific i * ^ 

3 Mbrnent-to-nriforpenf ^ ' ^) . 

Examples of General Objectives for the Initial Inteitlew 

'1 Establish rapport."' 

2 Determine appropriateness of referral. 

3 Obtain'interviewee's expectations and identify needs. 

4 Complete necessary interview forms. ^- ' ' 

5 a^scribe yoyr arid your agency's purpose. : 

Examples of Specific Objectives for tlie Initial Interview ^ >^ 

1 Explore interviewee's history of previous problems that relate to -general objectives 
-2. Give interviewee information about a known interest he/she has. . 
3 Complete forms that are specific ior the interviewee. • 

Examples of Moment*to-Moment Object^es In an Initial Interview 

1. Exploration' of the interviewee's anxiety about beirig referred to your agency.* 

2. Exploration of the interviewee's hostility toward authority figures, . 

3. Exploration of thejoVs the^in^jyiewee experiences as a resylt of some event. 

'"^^^ ' " ' ^ 

- 

„ The importance of Planniing > 



7 
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Guidelines for £ffecKve Planning ^ ^ 

1. Develop a general "gdme plan'\which will ginde your activities no matter who Is being 
' interviewed. ^ 

2. Develop specific objectives for each person as appropriate. 

' 3 Allow your pre-interview objectives to be nnocJferaJed by monnent-to-moment objectives 
that develop dunng the interview. ^ ^ 

4 Do not btecome so involved in the content of fomns that yoU miss wt>at is really being 
fommunicoted. Be avyare o^what is hdppening with the interviewee and respond 
dccordingly- • ' ' . • 

5 Develop interview objectives and strategies in written form. 

6 Review objectives pnbr to eackunterviewee contact. , 

7 Iriform the person of the interview objectives. ' ' 

8 Be flexible" 
Other Guidelines 

9 - ^ - 

10. • - , 
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Guidelines for Developing '"Gome Plan" 



1. What are my objectives for this interview? :: 

2. What information do I need from the interviewee to achieve those objectives? 

3. What informatioacloes the interviewee need from me to achieve those objectives? 

4 What is the most efficient and effective way to collect and disseminate that information? 

/ Condensed Example of ''Game Plan" ^ 

1 What are my objectives, for this interview? 

a. Determine appropriateness of referral. 

b. Establish rapport. 

c. Complete intake interview fprms. 

2. What information do I r;eedfrom the interviewee to achieve those objectives? 
a. Refgfral source. 

tr-Reason for ceferral. 

c. The person's expectations. 

d. The person's feelings about being referred. 

e. Information necessary to complete forms (e.g., personal data, social history, etc.). 

3. What information does the interviewee need^frorr^^me to achieve those objectives? 

a. iVIy role and function. ' 

b. Description of my agency and its role and function. 

c. The interviewee's rights and responsibilities, 
d Confidentiality. 

4. What isjbemost .efficient and effective way to collect and disserriinate that information? 

a. Ask interviewee to complete part of interview form as appropriate. 

b. Give the person a lot of freedom of expression. 

c. Ask open-ended instead of closed-ended questions. 

d. Attend to and respond to the person's feelings. ^ 

e. Talk at the person's level' of comprehension. 

f. Be a goocQistener. 



/ 




Planning 
Exercise 1 

1. Did the interviewer appear to tiove a systematic interview plan? . 

2. What do you thinlThis objectives were? 

3. Did he inform the person of his objectives? 

4. Did the interviewer responcf more to the forms or to the interviewee? 

5. Was he flexible? 

6. Whbt topics were discussed? V ' 

7. Was each topic discussed in dtepth? 

a. What were the interviewer's strong points? 

9. In what areas was he weak? List mistakes in effective planning. 

10. How would you describe the Interviewer/interviewee relationship at this point? 

11. What might be the consequences of this kind of planning? 

12. What would you- do differently during this interview? ^ 

> ^ r 

9 
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V 

Planning 

Exercijse 2 ' 

f 1 Did the interviewer appear to tiave a systematic interview plan? 

2. What do you think his objectives were? . 

3. Did he inform the person of his objectives? \ 

^ 4. Did the interviewer respond more to the forms or \o the interviewee? 
5 Was he flexible? 
6. What, topics were discussed? 
7 Was each topic discussed in depth? , 

8. What were the interviewer's strong points? 

9. In what areas was he weak? List mistakes in effective planning. 

10 How would you describe the interviewer/inteiyiewee relationship at this point? 

11 Whot nnight be the consequences of this kind-of planning? 

12 W|^t would you do differently during this interview? 





Planning 
Exercise 3 

List objectives^ you would Want to achieve with everyo.ne during the initial inteiview. 
1. 

2. ■ 

3. * 
4. 

5. , - 

6. " 

7. 0 

8. ' ' * 
■9. ■ 

10. 



\ 
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Planning 
Exercise 4 



List major topics you wouid want to discuss witti everyone during tti^itiai interview in order 
to actiieve ttie objectives you hiave iisted above. Piacettiem under ttie tieading "information 
to Give to ttie inteiviewee" and "information to Get from ttie inteiviewae." 



infomiation to 

Give to ttie inteiviewee 



information to 

Get from ttie inteiviewee 



1. 
2. 
3. 
4. 
. 6. 
6. 
7. 
8. 

/lb. 



1. 

2. 

3. 
' 4. 

5. 

6. 

7. 

8. 

9. 
10. 
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Planning 

Exercise 5 . 

List actions you would want to perform In order to disseminate and collect the Information 
you hiave listed above. / ' ' 

What is the most effective and efflt:lent way to exchange information and achieve my 
objectives? ^ ' , ' - » 

1. ^ ■ • 

2. r . 



3. 
4. 
"5. 

6. « . • 

7. 

9. ' 
10. 
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Planning The Interview Self-Assessment Cheek Ust 



I perform the following behovtors 
Yes No N/A 



1 . Develop a general "game plan" which guides my activities during 
the interview. 

2. "Hove a systematic format which I follow when developing my 
general "game plan." 

3. When formulating my plan, I focus both on the content of the'inter- 
view. sucf\as topics that need to be discussed, and process or how 
I will go about discussing tfiose topics. 

4. Develop specific objectives for the interviewee. 

^5. Develop my intei^w objectives and strategies in written form. 

6. Review fhose objecfiVeS prior to the interview. ^ 

7. Inform the interviewee oMl^ interview objectives. 

8. Allow my general and pre-interview objectives to be moderated by 
moment-to-momerit objectives that develop during the course of 
the interview. _ 

9. Do not become so involved in the content of fornjs that I miss what 
is really being communicated during th'e interview. I am aware of 
what is happening with the interviewee arid respond appropriately. 

10. Am flexible. I do not rigidly and inflexibly impose my "game plan" 
on the interviewee. 
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step III - Structuring ttie Interview Setting 



Definition of Structuring 



linportance of Structuring 
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Guidelines for Structuring Tiie Interview Setting ^ 

1. Arrange furniture so as not to hove ptiyslcal barriers between you and \he interview^. 
Plate ctiairs opposite each Qtf^r. ^ ^ ^ > \ 

2. Wtienever possible tiave 'ctiairs of same or similar type and of equal he\gh\. - 

3. Assure ttiat furniture is comfortable. 

4. Control noise or distracting variables, ptione calls, knocks at tt>e door, outside noise, etc. 

5. Provide a meetfng place wtiere ebnfidi^ntiality can be assured. ' , 
• 6. Put away ttiings you do not wish the inierviewee to see. 

7. Control temperature within the Interview setting. 

8. Control lighting within the interview setting. 

9. Be sure the interview setting is accessible. 

10. Personalize the interview setting. ^ ^ 

11. Structure the inteiviewtime. . ' 
Other Guidelines 

12. - / . . 
.13. 

14. - . . 

^^ ■ • - • • V, V ■ > ■ 



structuring ^ 
Exercise 1 



Below is an inteiview ro^m where you will ber meeting someone for an inteiview. Lisf the things 
that might be done to prepare the room to facilitate an effective exchange of information. 




b^g chair 



open window. 



messy desk 



small chair 



open door 



H 



J 





1. 

2... 
3.. 
4. 
5. 
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structuring ^ 

Exercise 2 

Below is an interview room that is prepared to receive interviewees. Compare and contrast 
this one with the room on page 00 of your worl<bool<. List the major differences between the 
two interview rooms. 




1. 

2. 
3. 
4. 
5. 



1. 
2. 
3. 
4. 
5. 



Structuring 
Exercise's 



Exercise 4 



Exerq}se5 

' List five-.ttjfnjgs you can do to change or improve your present iritetvie^ setting to mc 
* nriore conduciveJo-inforrnaftoii exctiange effectiveness. 



1'. 
2. 
. 3. 



5. 



or 
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structuring Tlie Interview Setting 
Self-Assessment Check List 



Prior to on interview, I perform the following behaviors . 
Yes No Jti/A 



■ A 



1 Arrange furniture so as not to tiave physical barriers between me 
and \\\e person I'm interviewing. ^ 

2. Hove ctiairs of same or similar type and of equal hieighit. 

3. Make sure ttie furniture is as comfortable as possible. 

4. Control noises ordistractingvariablessuctiasphioaecalls.knocks 
at the door, outside noise, etc. 

5. Provid^ a meeting place where confidentiafity can be assured. 

6. Put away, things I do not wish the person to see. 

7. Control temperature' within t|i^ interview setting. 

8. Control lighting within^he interview setting. 

9. Make sure the interview setting} is accessible. 

10. Stnjcture the interview time so that sufficient time is allowed tA 
achieve my objectives. • • | 



Systematic Interview Programming 



1. Altrocting the Inteiviewee 

Mode of communication 

To whom . i ^ 

Who the inteiview is with 

What will happen 

Whete the inteiview is ^ 

How'to get there 

When the interview is 

Why or purpose of interview 

Personaf reason to come j 

Personal commitment, if possible 

Follow-up 

2. Planning the Interview 

General "gtnme plan" 
Systennatic format 
Content & process 
Specific objectives 
Written plan 
Review 

Inform, interviewee 
loment-to-moment objectives 
^erson-Focus vs Form-Focus 
• Flexible 

'3. Stojctpring the Inten^iew Setting 

Barriers 
' Chairs 

Distracting variables 
^Confidentiality 
Neatness 
Temperature 
Lighting ^ % 
Accessibility 
Personalize 
Time 




r : 
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Systematic inteiview Programming format 

1 What are my objectives for this interview? 

2. What information does the interviewee nded from me to achieve those objectives? 

'j 3. What information do I need from the^"iPit^rviewee to achieve those objectives? 

\ 4. What is the most effsttive and efficient way to exchange that information? 

^ ^ Attract the interviewee in a facilitative manner so that he/she comes to the interview with 
a positive attitude, 
b. Cariy out all the guidelines for effective planning. 

Cv Structure the interview <setting^ making it conducive to the exchange of information. 
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SecHon IV 

Information Exchange During 
. the Intenriew Process 



\ 
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Information Exchange Puring the Interview Process 

Purpose of SecNori IV ^ . 

1. Learn the importance of infoFmation dissemination. 

2. Leom the types of information heipfui'to give during the interview. 

3. Learn a>helpfuLstvle of disseminating information. 

M. Learn the types of information necessary to coiiect during the' interview, : 
5. Leom a heipfui information coiiection styie. 

Definition of Information Exchaiige 



Importance of Information Exchange 



Objectives of Infomiation Exchange 
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step I - Information Dissemination 
Definition of Infornicrtipn Dissemination 



Majo^ information Dissemination Categories 

Role &. function of your agency/organization/^ction ^ 
Ybur role & function * 
Interviewee righits ^ 
Interviewee responsibilities ^ 

Importance of Information Dissemination 



Objectives of Information Dissemination 
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Summary of Meeting with Dr. F^irfqc^ 



Dr. FQirface appeared to be an extremely efficient and intelligent person. He literally wtiisked 
me througti ttie interview. He used a lot of words I did not understand, but I was afraid to ask 
him wtiat tie meant as I didn't want to qppear stupid. Wtiat bothiQred me ttie most was ttiat tie 
kept referring to mp as being in ^'refraction status" - 1 gotta look that up v^\^er\< I get tiome. 
Alttiougti Dr. Fairfacewas quite friendly tie wrfsn't a real Human kind of person. Ttiat was kind of 
a celief ttiougti. tiim being an analyst and all. I was a little concerned ttiat Ijfe would prut me on 
ttie couch and start asking about my s^x life. After talking to him I'm not sure he was a regulo{ 
kind of analyst. It may just be some typfe^of title. On the other hand he did dsk a I6t of questions 
that you wouldn't, ask just qnyone/ihings like my financiaf situqtion, relationships with my 
family, boss, what my InterestsWre and all. I may have told him some things I shouldn't have 
about my finances. I'm i!>4fcnj5le if he is affiliated with -IRS. 

He toldine what his agency, The Government Emploi^'es Restoration and Growth Agency, 
was about in general terms. He said basically their goal was to get profes^sional government 
people into situations where they can make their greatest contribution and more fully realtee 
their intellectual, emotional, and physical potential. That sounds finj^, but I'm not real sure what 
he means in more f3ractical terms. He more or less suggested that this was a voluntary type of 
thing— didn't come right out and say it— but then he told me he had made an apt)ointment 
for me with the State Health and Fitness Department for a complete work-up. I guess I will go 
along with him for a while until I can find out just how much influence this guy has. 

He covered 'some of the things it was possible for him to provide for me if I am selected, 
based on his work-up of my profile. He talked abqut being able to place me in a profession 
most suited to my talents and being able to provide education to that end. I'm nof sure if he 
meant a short-course, night school, or what. He also, mentioned "supportive services" such as 
encounter groups, a jogging program, and health foods and their contribution to overall 
effectiveness and independence. I think he is a health food ntt. 

Basically those are the main points I got out of it. f may have rriissed some things as I was 
kind of uptight about the whole thing. He said he hoped we would have more time the next 
meeting and he would answer my questions. I really need ^o make a list. - 

List any questions or reactions you might have as a result df your first meeting with Dr. Fairface. 

1. 

2. ■ ~ ' * 

3. . . 
4. 

5. • , . 

6. ' . 

7. . . 

8. • . , . 

Objectives of Information Dissemination 




GCirdelines iot EffecHve Information Dissemination 
During The Intalce Inten^iew 

1. Explain the role and function of your agency/organization/section. 

2. Explain hiow or why the person was referred to your agency/organization/section if 
appropriate. . ' 

Explain your role and function. 

4. Explain tHfe confidential nature of your relationship with the person. 

Provide tt^ interviewee with information r^Wding his/her rights. 

6. Explain the contents of any form the p^rsoaW asked to sign. 

7. Explain any actions and responsibilities (what, why, when, where, how) required of the 
interviewee by your agency/organization/section. 

8. Ensure that your information dissemination is a vehicle for promoting independence and 
interviewee involvement. 

9. Communicate information at the inter^ewee's level of understanding. 
.10. Avoid presenting too much information at "one shot!' in the interview. 

11. Present informption in a timely fashion. * * ^ 

12. Make sure the interviewee has understood the^information provijded. 

Summarize the significant content of the interview discussion as the interview approaches 
its end. ' ^ ^ • 

uideiines ^ * ' 




r 
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Informcrtion Dissemination EffecHveness 
Exercise 1 

1. Did the interviewer appear to have an interview pian? Why? 



\ 



Was he sysfematic in his approach? Why? 
3. How adequately did he expiain: 

a. His agencys.role and function 

b. His roie and function 

c. interviewee rights 

d. interviewee responsibiiitles 

ll^dUeSce? - — r that pror^oted inte^ewee invoK.er.ent and 

5. HOW appropriate was-the inte^ewe^s ianguage ievei when disserr^in^ting information^ 

6. Did the interviewer provide information in a weii timed fashion^ 

7. Did the interviewer avoid presenting too much information in "one shot"'' ' 

8. Did the interviewer make sure the interviewee understood the information provided^ x 
So'riship? '"l^^^^^^^'^'^^^'^tion dissemination affect the inteMewer/inteMewee 

10. List the strong and weak points in regard to how the inte^ewer handied this interview 

weak Points 



11 What might be the consequences of this typeof informc^on'disseminotion effectiveness? 
f2. In what ways might you have handled this interview djf^ntly? ' 
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Information Dissemination Effectiveness 
ixerclse2 

1. Did me interviewer appear to hove an interview plan? Why? 

2. Was he systematic in his approach? Why? 9 
13. How adequately did he explain: 

a. His agency's role and function 
^ b. His role and function 
^ c. Interviewee rights ^ - 

d Interviewee responsibilities 
• 4. was information disseminated in a manner that prorpoted inteMewe^^^voK^ement and 

independence? " . • , ^«ft^ 

5. HOW appropriate Wbs the interviewer's languagfe level when disseminating infprmaflorf? 

^ Did the interviewer provide information in a well timed fashion? 

7 Did the interviewer avoid presenting too much information in "one shot"? 

8 Did the inteMewer make sure the inte^ewee understood the information provided? 

9. HOW did the inteMewer's information dissemination affect the inteMewer^intervtewee 

10. U^lTl^ng and weak points in regard to how the intemewer handled this inteMew. 




1 1 What might be the consequences of this type of information dissemination effectiveness? 

12 in what ways might you have handled this interview- differently? ; 



/ 
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Review of Guidelines for Informatjon Dissemination 



In suijimaiy, the following Information dissemination guidelines are to be considered when 
disseminating information to the intgrviewee during the intake and subsequent irrferviews' 

1/lnforrhation Js to be provided to the person, to promote independence and to involve 
him/her in the decision making process. The interviewee becomes better]brepared to.make 
appropriate decisions when he/she has sufficient information with which to make those 
decisions. ^ ' ^ , , ' 

2. Specific information needed by the person might include: ' , 

I. The role and function of your agency/organ^ation/section 

a. What it is . 

b. What it is not * " - 

c. Eligibility criteria, if any ' - 

d. Eligibility, process ♦ 

e. Services pfovided 

f. Potential contribution of services for reaching objectives 

g. The referral process 

II. Your role qnd'fanction . J . 
*a. As on arranger/coordinator of services 

b. As a direct provider of services ' 

c. As an advocate 

d. As d'team member 

III. Confidentiality . ' * ^ ^ 

IV. Rights of the person being interviewed . 

a. Right of appeal 

b. The appeal process , 

c. Right to administrative review 

d. Civil r|ghts ^ ' - ^ - 

^ V, Responsibilities of the person being interviewed 

yi. Other 

3. The manner in which information is disseminated is important. Hence, judgement is called 
upon to. consider such things as: " - 

a. Language level used » " . ^ . . ^ 

b. Amount of information ■ ^ \ ^ 

c. Timing of information ' ^ ^ ^ 

4. Finally, a summarization of the significant content of the interview discussion might prove 
helpful to both you and the person interviewed. 

Summaiy' 
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What It Is: 

What tt Does: 

WhyltWoffcs: 

How To bo \t 

When and 
Where To Do It: 



InformoHoi^issemination 

'I 

Providing tlie inteiviewee witli inforn^qtion or dqto thfot ore not readily 
available to%m/her ^ ^ , , 

Enhances th^nteiviewee's decision making ability and facilitates effec- 
tive joint program planning. \ 

Reduces thie ^lind dimension ofthie interviewee's knowledge andfqqili- 
totes positive relotionshiip. 

Khow thie type'^of information needed JD^'thie interviewee and provide it 
whiile .attending to: Language used, amount^given. and timing. 

Thiroughiout your contact withi thie inteiviewee withi special emphasis^on 
ttie early phias^ and especially the initial interview. : 
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Information Dlsseminotion Self-Assessment Guide 



During my inteiviews, I perform tlje following ... ,^ 



Yes No N/A 



oXnv 



1 . Explain the role and function ofrny agency/organizatign/section. 

2. Explain how of why the inteiyiewee was referred to my agency/ 

organization/section. 

, 3. Explain my role and function. # 

4. Explain the confidential nature of the inteiview. 

: Explain the rights of ttje interviewee. 

- 6. Explain the contents of any form I ask the interviewee to sign? 

, 7. Explain the actions and responsibilities required of the interviewee. 

8. Make every effort to ensure that theHnformation I give is for the 

- purpose of promoting independence and involvement. 

9. Communicate information at the interviewee's level of under- 

standingX" 

! 10. Avoid presenting too much information at 'lone shot." 

11. Provide information jn a well-timed fashion. 

1 2. Make sufe the interviewee has understood the information provided. . 

13. Summarize the si^inificant content of the interview discussion as 

the interview approaches its end; 
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Systematic Inteiview Programming Fomiat 



1 What are my objectives for this Interview? 

2; What information -does the interviewee need from me to achieve those objectives? 

a. ^Specific topics deveioped such as role and function of my agency/organization, my 
"^roie and function, interviewee's rights and responsibiiities, etc. 

3. What infonnnation do i nee d.from the interviewee to achieve those objectives? 

4. What is the most effectiv^^nd efficient way to exchange that information? _ 

o. Attract the interview^ in a faciiitative manner so that he/she comes to the interview with 
a positive attitude: 

b. Carry out aii the guidelines for effective planning. 

c. Structure the Iribrview setting making it conducive to the exchange of information.^ 

d. When disserfilnatlng information attend to language level used, arrJDunt of information 
in onejiiot, timing, and interviewee's comprehension of the information. 
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.Ri»levant Informcrtioh Awareness 



Known to 
Inteiviewer 



Not Known to 
Interviewer 







I ^ 


Known to, ^ 
Interviewee' ^ 


Known Dim#nsion 


^ Hl^n 
DlnMn$ion 


Not Known 
to Interviewee 


Unknown 


Blind DIrrlenslQn 


Dlmen$iop( 














• 


ft 








*• 


t 




• 


% 






















• 




* 
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*Step II - Infqpnation CollecNon During the Inteiview'Process 
definition of Information Collection 



The Importance of Effective Infonnation Collection 
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^/ Guideiines for EffectiveJn^rmation Collection 

1 Know what you want fo achieve during the interview. 

1 Review any availabte pre-interview information on a pereon prior. to the interview. That 

. review of already available information can provide a basis for developing an interview 

plan for a particular person. ^ ^ 

• ♦ 

3. It Is unnecessary to collect every conceivable piece of information aboot the interviewee 

fn order to get^a full understanding of him/her. 

4 A piece oMnformationJsjjjaportant to cotfect if it will help you understand the interviewee. 

5. Avoid a "facts with minimum meaning", infdjrnation collection approach. 

6. Facts often gairrln significance through additional exploration of related interviewee 
feelings, actions, and thinking. ^ 

1 Systematic exploration of relevant topic areas during the interview increases the likelihood 
that you will obtain "factual information with maximum meaning/' ' 

8 You will more likely learn rtiore relevant information about the inferviewee if, while interview- 
ing, you often covertly ask yourself questions about the person, which tend to guide your 
focus. For example:^ - ' • ' 

a. "What do I know about the interviewee?" 
« b. "What. do I ne6d to know about the interviewee?" 

"9.^ Use questions v5Mh moderation during the interview. 

1 0. When you already have information about the interviewee, pretending not to possess such 
can be counter-productive. 

Ottier Guideiines \ *^ 

11. 

12. • - 

13. ^ • ' " 
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Information Cotiection^Effectiveness 
Exercise 1 

1. Did the inteiviewer appear to hove a systematic pian? 

2. What major topics did the ipterviewer and interviewee discuss? 

3. Were the topics discussed in depth? 

4. What major topic did the Inteiviewer ignore that you would have covered? 

5. To what degre^ do you thinl< the inteiviewer "l<nows" the inteiviewee based on his infor- 
mation collection effectiveness? * , ^ 

6. List the strong and weak points Ifi regard to how the intervieWer handled this interview. 





Strong Points 




Weak Points • 












o 
• 


• 




\ 





7. What might be the consequences of this type of information collection effectiveness? 

8. In what ways might you hove handled this inteivlew differently? 
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Information ColJection Effectiveness 
Exercise 2 

1 Did the interviewer appear to have a systematic plan? ' 
. ^^What major topics*did the interviewer and interviewee discuss? 

3. Were tf^e topics discussed in depth? 

4. What major topic did the interviewer Ignore that you would.have covered? 

5. To what degree do you th1nl< the interviewer "l<nows" the interviewee based on his infor- 
mation collection effectiveness? 

6. List the strong and weak' points in regard to how the interviewer handled thfs interview. 



Strong Points 


Weak Points 











) 

7. What might be the consequences of this type of information collectioa effectiveness? 
.8. In what ways rrright ydU hove handled this interview differently? 
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V 

information Collection Categories 
^ and Sub-topics forttie initial interview 
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Rehabilitation Counselor 
Collection Categories & Sub-topics 



I. Referral 

1. Referral source 

2. Client expectations 

3. Client feelings ^ 

4. Previous contact 

5. Previous services 

6. Current contact with other 
agencies 

7. Services from other agencies 

II. Disability/Medical 

1. Disability 

2. Multiple disability? 

3. Duration 

4. Stability 

5. Previous or current treatment 

6. Employment limitations 

7. Daily functioning 

8. Client feelings 

III. Social . 

1. Marital status 

2. Living arrangement 

3. Dependents 

4. Family members attitude 

5. Support from non-family 

6. Satisfaction with living 
arrangements ■ 

7. Satisfaction with social life 

8. Leisure activities 

IV. Econccnic 

1. Primary source of support 

2. Other sfOurces of support 

3. Unpaid debts 

4. Additional sources pf support in 
^ ' fhe future 

5. Medical insurance 

6. Client feelings i 



V. Work History 

1 'Most recent work 

2. Weekly earnings for above 

3. Length of employment for above , 

4. Satisfaction with work ^ \^ 

5. Performance on job " 

6. Feelings associated with obcwe 

7. Reason for termination 

8. 2-7 for previous employment 

9. Ability to get along with 
supervisor(s) 

10. Ability to get along with 
co-workers ' 

11. Present employment status 

12. Length of present status 
1'3. Job seeking behavior 

VI. Vocational Goals 

1. Vocational motivation 

2. Vocational Objective 

3. Reason for vocational objeptive 

4. Client's perception of ability to 
achieve vocationq^l objective 

5. Other vocational goals 

6. Long range vocational ptonning 

VII. Education 

1. HigViest grade completed 

2. If not high school graduate, why? 

3. If not high school graduate, has 
client passed high school 

' equivalency exam? 

4. Dislikes about school 

5. Favorite subjects ' ^ * 

6. Non-favorite subjects 

7. Grades 

8. Previous vocational training 

9. Reaction to vocational training 
10. Client feelings 



ERJC 



53 



61 



/ 

I 



Review of Guidelines for Information Collectioa 



Often it is helpful to obtain a connprehensive understanding of the interviewee during the 
interview. That ur>derstanding is greatly a function of your ability to achieve the objectives 
found in your interview pjan. Although, you do not have to collect^every conceivable piece of 
information about a person, obtain as much information as possible relevant to the ochieve- 
mer^.of your objectives. 41^ 

More relevant irifdrmotion will be yielded through your interviews if you: 

1. Con discriminate- between relevant and irrelevant information to collect, 

2. Have a pre/intake interview plan, 

3. Systematjcalty explore relevant topic areas, 

4. Ask rele«(^nt questiors at appropriate times but do not act like a "grand inquisitor," 

5. Avoid^ "facts with minimum meaning" iriformotion collection approach. 

6. Fapintate the development oKjrapport by allowing the interviewee sufficient freedom to 
. ej^ress him/herself within a logically structured interview. How to do that will be the focus of 
/our next two sections— Non-Verbal and Verbal Interaction Techniques. 



* ^ • 
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Information Collection Self-Assessment Guide 



During'my intefviews, I do the following: 
Yes No N/A — 



1. Review all available pre-intefview information on the interviewee 
prior to the interview. 

4 2. Follow a systematic plan that includes a list of topics to be dis- 
cussed with the interviewee. 

3. Collect only that information which will help me develop an under- 
standing of the person*l'm interviewing. 

- 4. Know what information is important and what is not. 

5. Avoids "facts with minimum meaning" information collection 
approach. 

6. Explore the interviewee's feelings, actions, and thinking that relate 
to the facts being gathered. ' 

7. Systematically explore all relevant topics in depth. 

8. Avoid a "shot-gun" approach. 

9. Ask myself covert questions to insure indepth exploration of topics. 
JO. Use questions in moderation. > • 

11v Do not ask for information when I already have It. 
12. Remain flexible. 
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Systematic Inteiview l^ogramming Format 



1/)AiJiat are my objectives for thfs interview? 

2. What information does tlie interviewee need from me to acliieve tliose objectives?^peeifid 
tbpics/leveloped in section iil. 

3. What information do i need from the interviewee to achieve those objectives? Specific topics 
developed in section IV. ' - -\ • - , 

4. What is the most effective and efficient way to exchange that informatior^? 

a. Attract the interviewee in a facilitative manner so that he/she comes to the interview with 
a positive attitude. 

Carry out all the guidelines for effective planning. , 
• c. Structure the interview setting making it conducive to the exchange of information. 

d. When disserriinating information attend to language level used, amount of information in 
one shot, timing, and interviewee*s comprehen^on of the information. 

e. When collecting information, be selective, avoid a facts with minimum meaning ap- 
proach, be systematic, and use questions in moderation. 
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Relevant Information Awaieness . 



Known to 
Intteiviewee 



Not Known 
to InTeiviewee 



Known to 
tnteiviewer 



Not Known to 
Interviewer 



Krib^ Dimension 
• 


Ridden 
Dimension 


Unknown 
Dimension 


Blind Dimension 



V 
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Section V 



Exchanging information via 
Non-Vertial Interaction Tecliniques 
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Non-VerballnteracHon Techniques 

; Purpose Qf Section V ^ 

1 . Jo leam about a set of Non-Verbol Interaction Techniques tliat serve to initiate tlie lieiping 
process and facliitate tlie excliange of information. 

2. To learn the skills of exchanging information in a non-verbal fashion., 

3. To ledm the skills of facilitating the information exchange process. . 

4. To contrast the impact of effective and non-effective use "of Non-Verbal Interacfion 
Techniques. 

5. To practice Non-Verbal Interaction Techniques. 

Definition of Non-Verbal interaction Teciiniques 



steps 

1. Positioning • posturing the body % 

2. Observing - seeing the interviewee's non-verbal communication ^ 

3. Listening • hearing the interviewee's verbal respon^ss- 

4. Organizing'- labeling and describing what you have seen dnd heard and deciding an^;^ 
choosing how to verbally respond to the interviewee 



Importance of Non-Verbnl InferacHon Teciiniques 

•mat we are speaks so loudly people may not hear,v^at we say" 



Objectives of Non-Verbal Interaction Teciiniques 



step I - Positioning Techniques 

» 

Definition of Positioning / 



importance>of Faciiitative Positioning 



Objectives of Positioning 



r-. 



Gui 



de^e^ for Facilitotive Positioning 



1. Put aside what you are doing and give the interviewee youT full attention. 

2. Establish a properdistance between you and th€^ interviewee. 

3. Face the pefson squarely. 

4. Lean or rotate you body toward the person. ' * ' 

5. Develop eye-contact. ^ / . . 

6. Assume and maintain an "open" posture, 

7. jVlaintain'a relaxed manner.' \ 

8. Refrain from distracting movement. ' , - 

9. There are special positioning considerations for certain types of interviewees. 
* Oth^ Guidelines 

11. - 

13/ 



Pof^ble Results of Non-Facilitotive Posmoning 



i 



1 ' * 

2.' 

•5. :•- , V. ^ ■ 

'6. K . ,. 



Po;ssiJ>il>esu9s 9f tacilitcitlve Posmoning. 



^Discriminating Between Effective 
r and Non-Effeotive Positioning 




1 



1. Is the above position helpful or non-helpful? 

2. Why? . - - 




'l. Is the above position helpful or non-helpful? 
2. Why? J 
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step II - Observing The Interviewee 



Definition of Obsen/ihg 



Importance of Obseiving 



Objectives of Ob^ewing 



( 
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Guidelines for Facilitotive Observing 



1. Look at the interviewee's Positioning. 

2. Look at the person's grooming: 

3. took for the person's level of activity, 

4. Look, at the person's gestures. 
-5. Look at facitl expressions. 
.6. Look for feelings. 

7. Look for pattemfin the person's non-verbal communication. 

8. Non-Verbal cues should present you with hypotheses to be checked out with interviewee. 
Other Guidelines 

9. ^ . ■ . 
10. 

11. 

12. ^ ' . , . 
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dbseiving 
Exercise 1 

1. Is there.any evidence that the interviewer practiced effective Observing? 

2. "What major mistakes did he nnqke? 

3. What are some things you learned i^bout thejnterviewee just by observing him? 

4. What might be the possible results of this type of Observing? 

Exercise 2 

1. Is'there any evidence that the interviewer practiced effective Observing? 

2. What major mistakes did he make? 

3. What are some things you' learned about the interviewee just by observing him? 

4. What might be the possible results Qf this type of Observing? 
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Obseiving 
Exercise 3 

Discriminating Between Descriptive Dcrta 
& Inferences/Hypottieses 

Check Itach of the following as: 

a. Desclptive Data 

b. Inference or Hypothesis, ^ 

. 1. tapping foot 

2. friendly persgn , 

^ 3. slumping in chair 

4. depressed, unhappy 

5. ' strange person 

- 6. blue tie, orange shirt, patched blue-jeans 

^ 7. walking, dragging foot and limping 

8. crazy as a bessie-bug 

> 9. ready to be intimate 

10. smiling, looking into my eyes, holding out hand 



Exercise 4 



Obseivattons of Trainer 

1. 

3. 
4. • 
5. 
6. 
7. 
8. 
9. 
10. 
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ill - Listening Techniques 
Definition of Listening 



importance of Listening 



Objectives of Listening 

/ 



V 
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Guidelines for Effective Listening 

1. Resist internal distractions. 

2. Initially suspend judgement. * • ' 

3. Hove goals for Listegjrtg. 

4. Listen to thie actual words of thie speakerthiat describe thie situation hie/shie is talking about. 

5. Listen for a description of wtiat ttie speaker says to hiim/hierself about ttie situation. 

6. Listen for feelings. ' ^ 

7. Listen for a description of the person's behiovioral actions in a situation. 
Listen for thie speaker's major area of concern. 

9. Listen fpr^mmon thiemes. 

10. Listen to thie speaker's tone of voice. 

11. Be aware of any inconsistencies in the speaker's communication. 

12. Communicate your attentiveness. 

13. Wait before responding verbally. 
Other Guidelines 

14. ^ . 
15. 

« 

16. 



> Listenin9 
Exercise 1 

1. Is there any evidence that the interviewer practiced effective Listening?- 

2. What iTuajor tr^istakes did he make? 

3. ^ich of the guidelines for effective Listening can you.be sure lie performed? 

4. Wticat are some things you learned about the interviewee just by listening to her? 

5. What might be the results of this type of Listening? 

& -t ■ 



« % Exercise 2 



1 Is there any evidence that the interviewer practiced effective Listening? 

m 

2. What major mistakes did he make? 



3. Which of the guidelines for effective Listening cgn you be sure+ie performed? 

4. wWat are some things you leomed about the interviewee just, by listening^to her? 
6. What might be the results of this type of Listening? 
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Listening Practice Exercise 



Discussion Topics: 

1. Interracial mamages— good or bad? Why? ^ ' * ** 

2. Premarital and extramarital sex. Acceptable or not? Why? 

3. Double sex standards for men and women. For or against? Why? 

4. Equal employment opportunities- for men arid women. 

Discussion Questions: 

1. Was it difficult to listen to the other person? If so. why? 

2. Did you have difficulty formulating your thoughts and listening at th^e same time? 

3. Did you experience any of the signs of making judgements? 

4 Were you able to feed back to the Speaker what you heqrd without any inconsistencies? 
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step IV - organizing 
Definition of Organizing 



Importance of Organizing 



> 

Objectives of Organizing 
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Guidelines for Effective Organizing 

1. Behaviorally orient your interview. ^ \. 

2. Be aware,of thie multi-modal aspects of thie person's betiovoar. ) 

3. Describe thie event wtiichi thie person. is communicating about. ^ ^ 

4. Describe v\^hat the persons soys to him/herself about the event. 

5. Describe any affective response the p>erson experiences. 

6. Describe the person's 9vert actions. 

7. Focus your attenfton on the most dominant dimensions of be havior and decide v^hat to 
respond to. 

8. Choose the most facilitative verbal response to make. 

other Guidelines ' ' . 

9. ' 

10. - ~ ' . * ' 




Behavioral Response Classes 



Sensory 
Responses. 

Sensing ; V 

What a pars or\ sees, 
hears, etc. ' ' 



Cognitive 
Responses 

Thinking 

What a person says 
' to self about wt)at he/, 
she sees ancf hears 



Emotional 
- - Responses 

Feeling 

H^w a person feels 



Sotnatio/motor ^ 
Responses « 

Acting 

The overt action? per- 
formec^by the person • 



> Notes: 




Organizing 
Exercise 1 - . 

1. Is there evidence that suggest the interviewer practiced effective Organizing? 

2. 1f so, what is it? , , . 

3: What major mistal<es did she'mal<e? » 

»* 

^ • ■* 

4. Which of the guidelines for effective Organizing did she perform? • 

C 

5. Which ones did she ignore? 

6. What might be the results ©f this kind of Organizing actions? 

Exerctse2 

1 Is there evtdencefihat suggest the interviewer firacticed effective Organizing? 

2. H^so.^what is it? ^ - . 

- 3. What major mistakes did she make? 

4 Which qf the guidelines for effective Organizing did she perform? 
«^ _ , ^ > . 

5. Which phgS'did shejgr^pre? 

6. What might be the results of this kind of Organizing actions? 



\ 
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speaker Topics 



'I am most happy whenever. 
I get most angry whenever.. 

I get scared whenever 

I get sad whenever 



My most disappointing moment was when 

My happiest nnoment was when — ^ 

My saddest moment was when 



My most terrifying moment was when_ 
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Organizing 

fxerciseS 
6uide for Effeietive Organiiing • ' 

1^ List^ and Observe th# Speaker very attentiyely ' ' 

and h'SS'^" "'"'^^ 9-*^- below to proces. what you t.ave seen 

^. Vou rhoy not-tiovb information foV ev^,y a^eo. but t,y to describe as many as possible 
^. Descfibe ttie evenl^peaker is talking, about: WHot tias he/she seen, tieord. etc 

.b. Describe any affktiv^\eaction either mentioned by Speoke; or observed by you- • 
• happy ^ : ;j - ^ 

' sad . : > ' ^ 

^ ' ; : ^ , - 

jfiad ' « 



scared 



confused 
indifferent . 



c. D^cribe aJy actions eittiir motioned by SRpaker of obserN^ed by you: 



S3 - ' 



Summaiy of Section V 
^ Putting It Together ' f ~ 

. positioning T '"^^"'"9. 

no internal distracnbns 

9*^®"*'°" suspend judg^nnent ' - 

^ ' distance ^1 > i 

l^Tstracting movements ' 

tone of voice - 

Obsen/ino inconsistencies 
Obsen/ing attentiveness ^ 

person's position«=i§ ^ ^^j^ 

teSofqctivity organizing 
gestures behovioralty oriented 

fociai expressions nnutti-cnodal behavior- 

feelings ' . sensory responses 

^ • patterns . cognitive responses 

* affective responses 
somatic/motor responses 
dominant dimensions ^ 
0 choose verbal responses ^ 

^ ^ / verbally respond 

•3 i::r::t:r rr:zr ^^^^^ 

mLninXrOrganizing techniques facilitate that process. 

■change process without saying anything. , 
5 You retard the informotion exchange process by: ^ ' 

■ i ffir rot^on^^^^^^^^ P^-^, ' 

c aossin^ the li.and/pr folding the arms <..svirT.ing a closed posfton^ 

' ' d" Being too tense or too [elaxed. Extremes. ^ . 
e Not establishing eye contad. . ■ . 
f Not even looking toward the person. . 
a, Not^knowing what to looJ< for in Observing. - 
• MissSg the inteMewee's non-verbal comrr^^^ - , , _ 

L Not tdking- precaution! against distractlgns: ^ • . ,> ^ ' 



j. Making judgements about wtiat ttie person is saying before he/she finishies talking 
k. Interrupting a lot. • 
I. Not hia^ing goajs or reasons for Listening. * , 
m. Not communicdting thiat you are listening by facial expressions, smiling, hand gestures, 
\eod nodding, etc^ o , 
- - - fi^ Not hiaving a systert\atlC-met^iod-to qrganize-ttie.lnformation collected 

^ 6. Thie eoosequences of thiese behiaviors, of course, are: ... 

p. No involvement. , ^ ' 

*b. C)isinterest arYd non-concern communicated. * \ 

c You won't really see or hiear the iriteiviewee'. 

d. You will not^understand thie person. " * ' 

e. You will not be prepared to respond verbally to thielnterviewee. 

f Verbal response will be noh-higlpful. \ . ' 

g Interaction will be eithier destructive or friendly discussion; most likely destructive, 
hi Information exchiange will be on a superficial level. 

i. Thie interviewee will most likely see you as ineffective. 

7. But on the other hand, you facilitate the information exchange process |)y: 

a. Putting aside what you are doing and giving the person your total att^ntipn. 
* b. Facing the person squarely. ' * » 

' c. Leaning or rotating your body toward the person. 

d. fVlaintaining a relaxed manner. * ' 

e. Looking toward the person. ^ ^ 

"Sl Maintaining a comfortable distance from the pe[Son you are interviewing. 
gMVIaintoining an open postyre. - ^ * , 

. h. Beigg aware of the person's non-verbdl ' ^mmunication. 

L Initially suspending judgement. ^ 
j. Communicating^3ttentiveness by smiling, nodding head, hand gestures, etc: 
k. Arranging and organizing collected information into some sort of systematic toshion so 
that helpful feedback can be given. ' ^ / 

.4^. The consequences of these behaviors and a good indication that you have been prac- 
ticing Facilitatlve Non-Verbal Interaction Techniques are: ^ 

a. There will be involvement. . c> 
^ b. The other^'person wiH^feel free to talk and exchange information. 
< - c. You will understand the person. 

; d. You vvill be prepared to respond verbally at a facilitative level. *^ 

,e. Interest and concern will be colnmunicated., 

f. The interviewee will toink you are operj^njd not closed to' his/her thinking, feelings, and 
actigns and will jherefore share more. ; * - * r 

g. The helping process will be set into motion. • 
-h. The interviewee' will see ycyj as a significant other., • , 
i. InfQrmatiori^xdhanges will be more meaningful and relevant. 



^ Interaction Techniques Self-Ratihg. Guide 

Part I • NoivVertxil Behavior Check List . 

During an inteivleyv I perfbmn the following behovidrs ... . 

Yes No N/A . ^ \ , 

t> 1. Put aside what lam doiiigoiid give the pereoil my total otterit^^ 




^ - 27 Establish q proper distoiioe be1weeii'me"andThe~ir^^ ^ 

' a.^^Face the person squarely. , '* 

y 4. Lean or rotate my body toward the person. 

" ^5. Develop and maintain eye-contact. * • 

1 6. Assume and maintain an "open" posture. Do not cross arms and 

l^s. [ 

7. Maintain a relaxed position. 

8. Refrain from distracting movements (fidgeting, etc.). 

9. Obseive the person's posturing* 

10. Obseive the person's personal appearance. 

11. Dbseive angl determine th^ person's level of activity. 

, 12. Obseive the perepn's facial expressions. 

, 14. Look for and determine the, person's feelings from the person's 

npn-vertxjl corinmunteotion. \^ 

* 15. Look for patterns in the person's non-verbol communication. 

16. Develop hyptotheses bosed on the person's, non-verbal cues. ^ 

^ 17. Resist internal distractions. Focjjs my total attention on the person 

a^d not think about extraneous "things. . ' ^ * 

,18. IWtially suspend juqlgenier^t.* I show none of_the evidence of 

judgemental thinking such as intemjpting the* person, obvious 
• affective redctions, etj. tf 

: 19.^ Have goals for listening. I know exactly v/haf I am listening for and 

listen systematicallyr / ^ . * . 

20. Listen to the actual words of the person that describe the situqtion 

tTp/she is talking about. I heare;<acttywhattheMrson soys he/she 
sees^ hears, senses, etc. 

21. listen ^r a description bf what the persori says to self about the 

situation being discussed. * . • 

22. Listen for'arid determine the. person's feelings from his/her verbal 

expressions. ' • . 

23: Llsten^for the person's description of his/her behavioral actions in 

^ ' the situation. » . ^ . ✓ ' * • 



24. Listen for opd focus on the peiSdr^s major area of concerrj 
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25. Listen for common themes in the person^s verbal expressions. 

26. Listen to person's tone of voice: volume, intensity, rop/dity, etc, 

27. Am aware of any inconsistencies in the person's corfrrnunication 
especialty between verbal and non-verbal communication. 

?8- Communicate my ottentiveness by varie d facipJ expressions . 
^ smiling, head nods, hand gestures, etc. 

29. Wait before responding verbally- 

30. Systematiddlly organize, process, and label what the person has 
seen and hedrd in a fpcilitative manner. 



Systematic Interview Programming Forpiat 

1. What are my objectives for this interview? 

2. What information does the interviewee need from me to achieve those objectives? - / 

a. 'Specific topics developed in section III. 

b. Kriowledge of my^«ttttude that demonstrates respect, positive regard, concern, attentive- - 
ness, invotvement, etc. " • ' 



, What information do I need from the interviewee to achieve those objectives? 

a. Specific topics developed in section IV. 

*.b Knowledge of interviewee's attitude, invotvement, behavioral responses such as his/her , 
sensing, thinking, feeling, and.qcting. i 

. What is the most effedtive and efficient way^o exchange that information? 

a Attract the interviewee in a facilitative manner so that he/she corTies to the interview with 
. a positive attitude. - - 

b. Carry out all the guidelines for effective planning. 

c Structure the interview setting making it conducive to the exchange of information, 
d. When disseminating information attend to the language level used, amount ofinfor- 

motion in one shot, timing, and interviewee's comprehension of the information. 
' e When collecting inforrnation. iDe selective, avoid a .facts with rriinimum meaning 
approach, iDe systematic, and use questions in moderation, 
f. Practice effective positioning, observing, listening, and organizing actions. • 



Relevant Information Awareness 



Known to 
Tnferviewee 



Not Known 
to 

Inteiviewee 



Known to 
Interviewer 



Kpown Dimension- 



Blind Dimension 



Not Known 
to Interviewer 



Hidden 
Dimension 



l|(iknown 
Dimension 
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« Section VI ' 

Exchanging InfQrmcrtiort 
via Verbal Responding 
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I 



GO 
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Exchanging Information via V^erbal Respondi^^ 

\ Purpose of SecfionVl 

1. To learn about Moment-to-Moment Verbal Interaction Techniques that are used most 
frequently to coltect and disseminate informatiora during an interview. 

2. To learn the different uses of Moment-to-Moment Responses. 

3. To -team how to jdentify^ Morrient-to-Moment Responses tt^a^ are used to-exchange 
information. ^ ' • * 

4 To learn about response modes/styles that^6re used most frequently to, exchange infor- 
ryiation during an interview. , ^ 

5. To learn how ta^dentify major response modes/styles. . -j^ 

6 To contrast effective and non-effective response modes/styles. . ■ ^ 

7. To synthesize and iritegrate eveiytfiingri^rned up to this point by examining Interaction 

Profiles which include total intervie<ws instead of Moment-to-Moment Responses. 
/• 

S. To practice a facilitative response style. . 

Definition of Verbal Interaction Techniques 



step I.- Moment-torMomeht Responses 

During the Inteiview 

* ■ ■ . » ■ ) 

-fc ' , ' 

Definition of Moment-to-Moment Responses 



.Comrodn Moment-to-Monrient R|^)onse$ 

• 1. The Continue Response 

2. The Restricted-Focus Response 

3. The Exploratory-Focus Response 

4. The*Check Response 

5. The Declarative Response ' ^ y 
.6. The Self-Expressive .Response * 

, 7, The Interpretive Response 



Importance of Moment-to-Moment. Responses 



The Continue Response 



Definition: 



Coramon descriptors: 



-xittendtngHD^aviof- — 

minimal encouragement to tall< 



V 



Common examples: y 

Verbal: "um-hurn" 
^es" 

• "yea" ' 

NoThVecbal: body posture 

* ^ K ' head nods 

\ smile 

• hand gestures 



Importance: 



Common uses: 
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Definifion: 



The Restricfed-Focus Response 



Common descriptors: 



dosectended-questn 



binary-focus r^sppnses 



Common examples: 

How old are you? 
. What is your name? • 

What is your social security number?' 
Hove you been here«:before? ' / 



Importance: 



Common U^es: 



• f 



/ - 



\ 
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The Exploratoky-Focus Response 



Detinnion: 



Common dosoriptors: 

open invitation to talk ^ 

open-ended questions/statements ^ " 

non-binary focus responses 

Common examples: , . * 

Tell me more about ... V- . ^ " 

What^do you think about this plan? 
^ Describe the situation to nne. ' / 
How did it happen? / ^ * 

Importance: / ' 



Common uses: 



ft- \ 
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the Check Response 



Deflnltion: 



-J 



Common descriptors: * o ' . • 1" 



reflections 



varificcrtions ' / ^ 
paraphrasing 
* restatement' " 

Common exqrnples: 

You mean'. . . 

You're hdppy|>ecause^you . . . ^ 
"^1 unc^erstand y6u saying ... 
^ ' - Essentially ttien ... , ' - 



Importance: ^ 



.Cofnmon uses: 



The Declarative Response 



DeflnHfon:. . 



4 



J: 



Comm|^n descriptors: 

Informing ^ 
Staternent-oMact 
Instructions 
' Explanation \ ' ' ' \ 

} ' ' ' ■'" ^ 

Common examples: t 

Our Agency can do this . . . ^ 
His/her office is locqted ... 
' You scored at the 95th percentile . . . 
To be eligible you must ... 

Irqpoitance: 

- _ - : ' \ 

CommQn uses: V 
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The Self-Expressive Response 



DeflnHions 



Common doscriptors: 

advice 

support-approval-assurance 

opinion 

self-disclosure 



Common^amples: 



^ I think- you should 

' rnn really concerned abc)ut you. 
^ * Oh J thinK you will be okay. 
J don't like that. 



importance: 



Common u^s: 
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The Interpretive Response 

DefinHion: ^ ^ 



CoQjmon descriptors: 

Interpretations . 

Diagnostic response ^ ^ 

AnaK'Sis , " 

Common examples: * * ' * 

' Voufeel and act . . . becc^use you thinl< irr^ionally (from rational-e/notive theory). 

That is a result of oral regression^om psychoanalytic theory). ^ • 

Your parent has contaminated your adult wf\ich has upset your child (from transactional . 
(^nalysis theory). » • ' . ' 

Importance: ^ 

\ • 

Common uses: 



f 
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Identifying Verbal IntefracNon Techniques 
Moment-^Moment Responses 

^ Exercise 1 

The purpose of this exercire is to see if you cdn7ecognize and identtL the types of major 
Verbai Responses just discussed. This exercise is one step toward heipingyou be'conne aware 
of your owni Monrient-to-Moment Responses and possibly enabling you to expand your 
response repertoire. Read the foiiowing interviewer statements dnd then cihssify the responses 
as Qne of the seven major verbai Interaction responses: Continue^, Restricted-Focus. 
Expioratory^Fpcus, Checic, Declarative, Self-Expressive, or Interpretive. ^ 

Classification Interviewer Response 

■ . , , \ 

1. Hello, Joe. How are things going for you today? 

> . 2. Unrvhum. I see. ' ^ 

3. What is your social security number? 

4. That must have been a bad experience for you. 

..^.^ z 5. The experience you are having now is a result of your ego 

.states being in conflict. • 

V I think you should go ask him first. . 

7. Go down Short Street three blocks gnd turn left. . 

- 8. Tell me more about that. ^ 

' 9.^ Tell me a little about your family. 

_L 10. Is that your rpajor source of support? 

11 wtren that happens you regress back to an earlier stage of 

development when things were much simpler. • 

f 1 2. I think you wpuld have a difficult time if you went that foute. 

13. You're really angry. 

14. I see. ^ 

' 15. That school ranks in the top three in the natiori. 

^ 16. Everyone has a bad day. ^ 

; 17. The reason you eat so many sweets is becauseyouthinkthat is- 

the only way you can get the sweetness you.crove from your 
spouse. . ^ ' 

18. That job requires . . . ^ - ' " . . ' 

- 19. Yeah, yeah. " " ' . 

20. tlow many children -do you have? 

3 21 Lefs see now, you are twenty-eight. years old. 

— . '* - * 

22. Thaf s why you feoch for alcohol 'each time that happens. 

Smoking is another sign that* you basically have an oral 
* personality. ^ • 
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23. How do you think this agency can help yow? 

24. My role during this one process will be to , . . 

25. Are you on medication n6w? 

26. Okay. 

27. 4 did the same thing once and the way it turnecJ out for me 
was ... 

28. You resent it very much. 

29. I hear what you are saying, you don't want to. 

30. f wouldn't do that if I were you. 
31 Go on. • ♦ ^ 

32. What grade did you complete in school? 

33. The test will hove a 50 minute time limit. 

34. What do you think about those possibilities? 

35. You keep doing that because of your childhood experiences 
with people in subways. 
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Interaction Technique^ Classification Form 

/ 



Response 



Descriptor 



Example 



Effect 



1. Continue 



2. Restricted-Focus 



3. Explordtoiy-Focus 

4. Chieck 



5. Peclarative ^ 

6. Self-Expressive 



7. Interpretive 



Minimal encourage- 
ment to talk 



Closed-endecf 
question 



Open-ended 
response 



Reflection 



Information 
Response 

Advice 

Support 

Opinion 

Analysis 
Interpretation 



"Um-tium" ' 

Gestured " 

"How old are you?" 

"How many chiildren 
do you tiove?" 

"Tell me more 
about . . 

"Whiat hiappened 
thien?" 

"Essentially 4hien . . ." 
"You mean . . 



"I will do... for you." 

"Our agency can..." 

"This is the way t see 
it . . ." 



"You do that 
because of an un- 
controlled ego 
state."* 



Entourages the person 
to keep talking without 
interruption. » ^ 

Indicate/tp the person 
that a specific bit of in- 
formation is needed. 
Limits Jtie_ person's re- 
sponse^. 

Facilitates the person's 
elaboration of a point. 
Allows the person more 
flexibility of expression. 

Indicates to the person 
that the inteiviewer un- 
derstands what he/she 
is saying. 

Gives objective infor- 
mation of a factual na- 
ture to the person. '/ 

Gives iriformation from 
the inteiviewer's frame 
of reference. y 

Gives insight and nnean- 
irrg based on theoiy. 



-4. 



Interaction Techniques ciassification Form: Worksheet 







Type of Response 




t \ 




' Continue 


Restricted- 


Exploratory* 


Ctieck 


Declarative 


Self* 


Interpretive 






Focus 


Focus 






Expressive 










- 






? 










T 

• - 


/ 




o 
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Guidelines for the Facilitotive Use of, ^ 
Moment-to-Moment Responses ^ 

» 

1. Use Exploratory-focus and ctieck responses to open an int^iyiew. . ^ * 

2. Use exploratory-focus responses to gattier information froiji ttie interviewee's p^er^i^ective^ 

3. Utilize exploratory-foc^u^nd ctieck responses to break unproductive pauses during ttie 
interview. '^r^ / * 

4. UseexploratoiY-focus. Qheck, and continue responses frequently to build, strengttien. and 
maintain rapport. ^ ' 

5 Use exploratory-focus, ctieck, and continue responses vytien you want to gattier additional 
information about a topic being discussed. 

6 Use exploratoiY-focus. ctieck, and continue responses to facilitate interyiewe^self- 
♦ exploration. 

7 'Use restricted-focus respdnses to gather specific jDits of information. 

8 Use restricted-focus responses to narrow the area of conversation.- 

9. Use continue respoTises freely to encourage the interviewee to keep talking without inter- 
rupting his/her rrwDmentum. ^ ' ^ 

10. Utilize check responses to communicate your undeijtanding of what the other person 
is saying. 

j1. U^e declarative responses to present factual information needed by the interviewee 

' Mdke your declarative responses as descriptive in character and neutral in tone as 
possible. 

13. Make your declarative responses in a languoge the interviewee can understand. ^ 

14. When you tt>^ink the interviewee can benefit from information from your own frame of refer- 
ence, use s^lf-expressive responses. 

15. Avoid self-expressive responses in the form of inappropriate advice. 

16. Avoid self-expressive resporises that communicate low levels of respect and negative 
regard. , 

\f. When interpretive responses are called for make them at the interviewee's level of under- 
standing. 

Ottier Guidelines- ^ . \ 



18. 

.19. ^ 
20. 
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Using Moment-to-Moment Responses 



When You Want To 



• UHrtzethe 
Following.Re^ponse 



Examples of How 



Why 



Opfen an interview Explorat6ry-focus 



Check 



"Let's begin by you 
telling me what 
brings you here.". 

"You look a little 
anxious today." 



Focuses interview on 
the concerns of the 
interviewee 



Gather infornnation 
from the interviewee's 
pterspective 



Exploratory-Focus 



"What are you . 
thinking right now?" 
"Telli=ne more 
about ..." ^ 



Enables you to ayoicf 
imposing your own 
diagnostic biases into 
the information 
process and minimizes 
categorical and 
labeling biases 



To break unpro- 
ductive pauses— Get 
the ir\teiviewee to sta rt 
tolkiog again offer a*v ^ 
, lapse'in discussion - Check . 



Exploratory-focus 



"Tell me what you 
are thinking right 
now." ♦ 

"You seem to have 
a loss for words 
right now." 



Er^courages interviewee 
to talk wit?i many 
^alternatives for setf^ 
expression 



Build, strengthen, 
and nnaintain 
rapport 



Exploratory-Focus 

Check V 
Continue ^ 



"Tell. me vyhat you 
are experiencing 
right now." 

^ seems Jhat you 
think you ore . . ." 

"Um-hum" 



Communicates atten- 
tjyehess, interest, \ 
concern, involvement, 
and allows the 
interviewee free . 
expression thus, focus- 
ing the interview on 
his/her concerns 



(Mother additfonal 
information about a 
topic bding 
discussed 



Exploratory-Focus 



Check 



"TfejtsQQ© more 
about . . ." 



"Essentially then you 
think ..." 



Facilitates the 
interviewee's 
elaboration of a point 



Continue 



'7ea" 



Facifitate interviewee 
$elf-exploration 



Exploratory-Focus 

Check 

Continue 



"Tell me a little about 
yourself* 

"You are an^ry 
because you . . ." 

"Um-hum" 



Comoaunicates atten- 
trveness, interest, 
concern, involvement, 
and allows the 
interviewee free 
expression thus 
focusing the interview 
on his/her concerns 



When You Want To 


Utpcet«€r\ 
Following Response' 


Examples of How 


Why 


Gather a specific bit 
of infomnation 

i 


Restricted-Focus ' 


"How old are you?" 


Most direct means of 
gathering specific bits 
of information 


Narrow the area of 
conversation 


Restricted-Focus 


"How old are you?" 


Focuses the 
interviewee's attention 
on a certain Jssue 


Encourage ttie 
interviewee to keep 
talking without inter- 
rupting his/her 
momentum 


Continue 


"Um^hum" 


Communicates atten- 
tiveness, interest, ' 
concern and 
involvement 


Communicate 
understanding so as 
to get additional 
Information 


Check * 


"You're really tense." 


Lets the interviewee 
know you understand 
and encourages 
'continued talking 


Give the interviewee, 
factual objective 


Declarative 


"Our agency will 
do this . . ." 

• 


Gives the interviewee 
inforrhationnot 
readily available 
to him/her ^ 


To exqress ^ 
assurance and 
support * ' , 


Self-Expressi>^e 


"1 think you can 
do it " 


Sometimes needed 
duririg helping * 
interview^ 


To disclose 
sonnething about 
self to the interviewee. 


—1*- — 

Self-EXpressJve 


"1 once had that ^ 
same experience, 
k . 


Sometimes needed 
during helping 
interview 


Give the interviewee 
information. from 
your own frame of 
reference 


Self-Exprfessive ■ 

r 


"This is the woyl see' 
it." 


Sometimes needed 
during helping ^ 
interview 


Explqjp ttie meaning 
of the interviewee's 
experience 


Interpretive 


'7ou do that 
'because . . 


Creates meani/ig and 
helps provide insight 





'All verbal interoctfon techniques are used in conJuncHon wtth facilltattve rx>n-vertxil interaction techniques. 

* t 
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step II - Major Response Slyfes During thf Interview, ^ 
Definition of Response Styles' 



infomriaHon Collection Styles 

The Listener ^ 

The Inteiro^ator ^ J 
The "Explorer , \ 
The Reflector - * , 

Information Dissemination Styles 

The Informer 

The^Self-Expresser 

The Interpreter O - 



Importance of Interaction Styles 



Objectives of Interaction Styles 



i 



r 



4^ / 
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Inteiview Profile 



Percent 



Information Collection 



■Information Dissemination 



100- 
90- 
. AO- 
■ 70- 

60- 
50- 
• 40- 
. 30- 
■20 
iO 
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• t ■ , 
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r 








» >■ 




* — >« » 

Continue 


FocusS^ 


E<plorcrt6ry' 
Focus 


Check ^ 


Declarottve 


^elf-' 
Expr^Lve 


Interpretive 



i03 . 



erJc4 



Out of Balance Interaction Styles 
Too Much of A Good Thing 



; . The Listener 

. informortion Collection 



Information Dissemination' 




Description of The Listener 



' Possible effect on the interviewee and the interview prdcess 



'10[) ^ 



The .Interrogator t 

lotion Collection Infonnation DissemindHon 




Description of The Interrogator 



Possible effect on the interviewee and the inten^iew process 



liO 



Percent 



The Explorer 



Information Collection 



Information Dissemination 




— Description of the Explorer 



Possible effect on the inten/iewee and the inten^ew prqpess 



/ 4 
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P«rc«nt 



The Reflector 

Information Collection ^ Information Dissemination 




Description of ttie Reflector 



Possible effect on ttie interviewee and ttie interview proce^ss^ 



112 



Information Dissemination Profiles: Response 
Modes/Styles of Qiving Information 



The Informer 



Percent 



Information Collection 



Information Dissemination. 




Description of The Informer 



VossI 



osslble effect on tiie Inten^lewee and the Intervjew process 



/ » 



ii3 



\ 



The Self-Expresser 

Percent Information Collection ' ' Information Dissemination 



100- 



90- 
80- 



\ 



70- 
-60- 

50- 
i 40^ 



30- 
20- 
10- 
0- 



3%- 



60% 



15% 



14% 



,3% 



3% 



2% 



Continue 



Restricted-. 
Focus 



&(ploratory- 
Focus 



Checic 



Declarative 



Self- 
Expressive 



interpretive 



Description of The Self'Expresser 



Possible effect on the inten/iewee and the interview process 
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The Interpreter 



Pweent 



Information Collection 



Information Dissemination 



100- 
90- 
80- 
70- 

60- 
50- 
40- 
30- 
20- 
10 

'o- 



3% 



15% 



60% 



14% 



3% 



3% 



2% 



Continue 



Restricte<}- 
Focus 



Explorortoty- 
Focus 



Checl( 



Declarative 



Self- 
Expressive 



Interpretive 



Description of the Interpreter 



Possible effect on the interviewee and the interview process 
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Guidelines for a Facilitative Response Style 
Behold The Facilitator: . 

♦ m 

1 Encourage the person to appear for an interview by practicing facilitative attracting 
• actions^ ' * * 

2. Plan the'interview. 

3 Structure the interview setting to facilitate the information exchoft^S^Srocess. 

4. Assume a position to exchange information in the most effective manner. 

5. Observe Jhe person. 

6. >/:ctive1y Listen to the person. ' • 

7 Organize thg information you have collected in a systelmatic fashion. 

8. Open the interview with responses that will focus on the concerns of the interviewee. 

9 Continue to facilitate the information exchange process by focusing on the concerns of 
the intery/iewee. 

10 Allow thQ person as many alternatives for self-expression as bossible. ^ 

11 Facilitate the person's elaboration of topics. 

12 Use responses thai tend to widen the intery^iewee's perceptual field. 

13 "Train" fhe interviewee to freely express him/herself. 

14. Establish this "training" process early. • ' 

— . 15. Build, strengthen, and maintain a positive relationship. 

16. Communicate your attentiveness. concern, and involvement. 

17. Avoid the use of questions as your only tool for gathering information.^ 

^ /^'8. Frequently let the person know you are hearing him/her correctly. 

/ 

/ 19. Communicate your empathic understanding of the person frequently. 

f 20. Do not hesitate to clear up your thinking as to what the person rfiay mean in what he/she 
is communicating. * . 

21 Break uriproductive pauses during the interview with responses that keep the focus on the 
intery/iewee. ^ ' - 

22 When factual information is needed by the interviewee utilize declarative responses 
appropriately. ^ • * • 

23. When information from your own frame of reference seems appropriate, use self-expressive 
responses wiseJy. 

24. When interpretations appear appropriate utilizejnterpreflve responses wisely. 
Other Guidelines 

25. s - ^ 
26. 

27. . ' * • 

' 28. * . " ^ ' 4 
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Interaction Styles 

The Listener "Um-hum. keep t^alking " 

TheJoterrogotor: "Are You?" "Did you?'\"Do you?" 

Thefxpiorer: "Tell me more . " 

The Reflector: "This is how I hear you " ' ~~ 

The Informen "Here is^some information." 

The Self*Expresser: "This is how I see it." * 

The Interpreter: "This is what it means." * 

Notes: 



Suggestions for a Facilitotive Interaction S^ip 



Use What 



When You Want Jo 



Why., 



How 



Planning Actions 


Guide the interview 

^ 


Enhance chancfeW 
achievina obiectiveS 


Systematic Injerview 
^.progtQmming Actions ; 


Structuring Actions 


, FQSters a conducive 
climate for 
Information 
Exchange 


* Eliminates 
distcoctions . 

* 


Systematic IptQrview / 
PrograiYiming Action/ 

(ft. 

_J — ' fl 


Positioning^ 


Engage a person 


Cor\imunicates 
atteptiveness. 
involvenT^iU & 
cor^cem ' 


Posture 

o 


Observing 

n 


* 

Collect non-verbal 
information and 
communicate 
respect # 


Enables you to replly 
"see" the other 
, person 

* - c 


.'lO 

Loolcat the person 

e 

. % 


• ^* 
Listening 


Collect verba] 
information and 
communicate 
res^Dect 


- ^ 

, Enables you to really 
"hear" the other ' 
oerson 


Active Listening 
Techniques 


Organizing 


Organize and 
process information 


Allows you to ' \ 
respond facilitatively 
to the other person 


^ysterndtically* 
organizes information 


Exploratory-Focus & 
Check Responses 


Open the interview 


Focuses interview on 
concerns of the 
interviewee 


« ' 

"What can 1 do for-you 
^ today?" 
"You look quite excited 
about something/' 

> 


^Exploratory-Focus ' 
^T?^iponses 


Gather information 
from the 

interviewee's frame 
of reference 


Avoids imposing 
your own biases into 
information 
gathering process 


"What do you think 
about it>' 

/ 



Continue, Check. & , Build. stren.gtherH| Facilitates rapport 
^ploratory-Focus maintain^a positive ^ 
Responses relationship ^ ' / 



"Uh-hum"" 

"You s^em down i 

today," 

••D6scribe your 
reaction" ' 



Use What 



When You Want to 



Why 



How 



Continue. Check, & 

Exploratory-Focus 

Responses 



Allow thie interviewee Does not restrict 

as many alternatives expression, 

for self-expi^ion Encourages 

as possteJ^ expression 



"Uhi-hium" 

"So you don't see it 
thiat way." 
"Deacrilpe ttie 
situatidn." 



Exploratory-Focus 
Responses 



Widens thie 
interviewee's ' 
perceptual field 



Solicit thie person's 
views, opinions, 
thioughits, & feelings 



"How do you see it?" 



Exploratory-Focus, 
Chieck, & Continue 
Responses 



Focus on concerns 
of thie interviewee 



Allows interviewee 
freedom of 
expression 

) 



, "What do you think 
of it?" 

'7ou're realty angry 
about that." 
"Uh-hutn"' • 



Exploratory-Focus, Facilitate Encourages 
. Check, & Continue elaboration of topic narrative type 

Responses responding instead 

of short quick 
answers - 



"Tell me more about." 
"This is whqt I hear you 
saying . . ." 
"Uh-hum" 



Explorqtory-Focus 
Responses ( 



Train the interviewee 
to respond more 
openly 



^Encourages 
'narrative statements 
instead of short 
quick answers 



"Describe your 
reaction."* 



Explorbtory-Focus, 
Check, & Continue ^ 
Responses 



Set a pattern that 
facilitates free 
expression 



Avoids a pattern that 
discourages free 
expression 



"How did you do/see 
that?" 

'70U seerp depressed 

today." 

"Uh-hum" 



Exploratory-Focus 
& Check Responses 



Avoid questioning 
as only tool for • 
gathering 
information 



Allow alternate forms 

o|lnformation 

gathering 



"Tell me more 
aboi* . . 



Non-verbal 
Interaction^ 
Technique's & 
Continue Responses 



feorWriunlcate 
attermveness, 
concern, and 
Involvement ^ 



your Communicates 
respect 



Position, Observe, 
Listen. Label. "Uh-hum," 
head nods, hand . 
gestures 



\ 
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^ 0 








- - 1 






> 








iuse'What 
— ^ 


When You Want to ^ 


"^^Why 


How 


Restricted-focus 


Gathier strictly 
{actual information 


fvfost direct means 


"How old are you?" 


Check Responses 


Let thie interviewee 
know hiow you hiear 
hiim/hier 


Communicates 
understanding , 


"Wtioti hear you 
saying is . . 


Check Responses 

> 


— Clear up your 
ttijnking as to what * 
til&lnterviewee 
means ' 


Provides opportunity 
to clarify any 
misunderitancl^ng 

> 


"Essentially thien you 
want to ..." , 


Exploratory-focus Break unproductive 
& Check ResponsLes pauses during 
interview 


Keeps ttie focus on 
thie interviewee c^d 
encourag&s set^ ' 
expression 


"Whiat are you thirnking 
'^rigtit now?" 
"You seem a little 
confused." 


Declarative 
Responses 


Give factual 
infdrmattDn - 


Provides interviewee 
wtthi needed 
information not 
readily Ow^aiiabie 
to hiim " 


"Our agency can do 
tl:jis . . ." 
(Descriptive in 
chiaracter, neutral in 
tone & in a language 
person con 
understand) 


Self-Expressive * 
Responses 

•a 


Give informatiori 
from your frame of 
-deference 

•J » ^ 


Sometimes hielpful 
durir)g interview 


'7ou can do it.".(Avoid 
advice giving^ 
preacWiijg, blaming, 
extiorting, placating, 
cajoling, . 

Intellectualizing, etc.) 


Interpretive 
Responses 


Provide 
^^.^-intefpfetation 


Provides <nsighit & ^ 
meaning to thie n 
interviewee's 
experience 


'You . . . because . . ." 
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Interaction Techniques Classification Form 



Response, 


Descriptor ' 


Example 


Effect 


1 Continue 


' MifiimoTencourage- 


"Uh-hunn" 


N Encourages person to 




nnent to talk 




keep talking without 






Gestures 


interruption. 



2. Restricted-focus ClosQd-ended ' 
question ' 



3. Exploratory-Focus Open-ended 
respjonse 



"How old are you?" 

"How many children 
do you hove?" 



^'Tell cpe more 
about ..." * 

'^What happened 
then?" 



Indicates to person 
that specific bit of 
information is needed. 
|.imits person's / * 
respbnse. Nij, 

Facilitates person's 
elaboration of a point. 
AlloNj^^person more 
flexibility of expression. 



4. Check 



Reflection 



"Essentially then . . 
'You mean . . ." 



Indicates to person 
that helper under- 
stands what he is 
saying. ' ^- 



5. Declarative 



Information' 
response 



6. Self-Expressive * Advice 
Support 

^ Opinion 



"I will dp . . .for you." 
*'Oura^ricycan..." 

"This is the way I see 
it..." . 



Gives objective 
information of a factual 
nature to'person. 

Gives information from 
helper's frame of 
reference. * 



7 Interpretive ^ 

/ 



Analysis 
Interpretation 



.'You do that 
because of an 
uncontrplted ego 
state." 



Gives insight and 
meaning based on 
theory. 



Interaction Techniques Classification Fomi: Worksh^t 





^ Type of ResponV^ 




Continue 


Restricted* 


Exploratory- 


Check 


Declarative 


Self- 


Interpretive 






Focus 


Focus 






^ Expressive 










V 

> 




























> 


y 








/ 


















• 






<> 
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• 
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\ 










Total 
















Percent 
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Inteiview Profile 



InformoHon Collection 



Information Dissemination 



100- 



9^ 



80- 
70- 
60- 
60- 
40- 
30- 
20- 
10- 
■ 0- 



Continue 



ResMded- 
Focus 



Exploratofy- 
Focus 



Check 



Declarative 



Setf- 
Expressive 



Interpretive 





/ 
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Inteiview Profile 



Percent 



Information Collection 



Information Dissemination 



.100- 
90- 
80- 
70- 

60- 
50- 
40- 
30- 



20- 



10- 



CofiHnue 



Restricted- 
Focus 



Exploratory- 
Focus 



Check 



Declarative 



SeK- 
Expresslve 



Interpretive 



Draw your profile in accordance witii iiow you believe your profile of InteractioaTectiniques 
would look for one of your typical inteiviews. ^ 
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Interaction Teichniques Self-Roting Guide 
Part 11 • Verbal Responding 

During an interview I perform the following behaviors ... ^ . ^ 



^es No N/A 



1. Open the interview with anopen-ended^uest ion or statement that 
focuses on .the concerns of the person. • * 

2. Allow the interviewee as many alternatives for setf-expression as 
possible by, making opennendQCl questions and statements, 
reflecting my understanding of what the person is soyingVqnd use 

, short verbal responses such as "uh-huh," "yes," etc. that encour- 
age him/her to continue talking. 

3. Utilize freely open-ended responses, such as exploratory-focus, 
check, and continue responses, to build, strengthen, and mdin- 
tain a positive relationship. 

4. Avoid excessjye use of responses that call for short, quick inter- 
viewee respcJnses that tend to curtail his/her perceptual field and 
elaboration of topics, 

5. Consciously attempt to establish an early pattern of responding" 
that facilitates interviewee expression and predominately/use the 
open-ended responses of explbratory-focps. check, and continue 
and avoid predominately using closed-ended questions. 

6. Communicate my attentiveness, concern, afid invofvement by 
practicirtg the effective non-verbal techniques of positioning, 
observing, listening, and frequently make verbal continue re? 
sponses. > 

7. Avoid the use of questions as my only topi for gathering ii;ifomriation. 

8. Break unproductive i:JGu§&s with exploratory-focus dnd- check 
responses. ^ * ^ 

9. Use restrictec^cus responses only to collect speciflc^its of infor- 
mation or to appropriately narrow the area of discussion. 

1 0. Often communicate my understanding of what the person is say- 
ing with check responses. ^ 

If.^Often communicate my under^nding of what the person is 
experiencing, ^ i ' - . 

12. Frequently- verbalize what I think the person is communicating. 

.13. 4^ave a rriotter-of-fact attitude and tone of voice when giving the 
interviewee' objective and factual information. 

1 4. Use language the person understands and avoid jdrgon and con- 
fusing terminology. 

1 5. Avoid presenting too much information to the person at "one shot." 

16. Provide information in a well-timed fashion. 

17. ! Make sure the person understands the Information I prbvide. ^ 
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18. Use supportive, self-disclosure, etc. responses when called for. 

19. Avoid giving Inappropriate advice. 

20. Avoid responses that connmunlcate low levels of respect and 
negative regard. 
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Interaction Techniques Classification Forni: Worksheet 



Type of Response 



Continue 



ToM 



Percent 



Restricted- 
Focus 



Exploratory- 
Focus 



Check 



DeclorottH 



Self- 
E)^essive 



Interpretive 



Percent 



My Inteiyiew Profile in a Roie^Played interview 

Date: 

Informatton Collection - Information Dissemination 



100- 
96- 
80- 
70- 

60- 
50- 
40- 
30- 
20- 
10- 
0- 
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Continue 


Restricted- 
Focus 


Exploratory- 
Focus 


Check 


Declarative 


Set^ 
Expressive 


Interpretive 
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Interaction Techniques Self-Rating Guide 
Part I - Non-Verbal Behavior Check List ^ 

During the Interview just completed, I perfomned the following behaviors . . . 
Y0$ No . N/A ^ 

1 . Put aside what I was doing and gave the person my full attention, 

" 2. Established a proper and comfortable distance between me and 

the inteiviewee. 

3. Faced the person squarely. Right shoulder opposite the person's 

left shoulder and left shoulder opposite the person's right. 

4. Leaned or rotated my body toward the person. 

5 Developed and maintained eye contact. 

6. Assumed and maintained an "open" posture by avoiding crossing 

my legs, folding my arms. etc. 

7. /Maintained a relaxed manner while avoiding rigid posture. 

, 8. Refrained from making distracting movements such as fidgeting. 

" ^ 9 Looked at the interviewee's positioriing. 

^ 10. Looked at the interviewee's grooming. 

11. Looked at the interviewee's level of activity. 

^ 12. Looked at the interviewee's facial expressions. 

^ , 13. Looked for feelings expressed by the interviewee. 

. 14. Looked for patterns in the person's non-verbal communication. 

15. Developed hypotheses based on my observations to be checked 

out with the interviewee. , , ^ 

16. Resisted internql distractions. I listened with a clear and open mind 

and did not^hirik about extraneous things. , . 

17. Initially suspended judgement. 

18. Had goals for listening. I knew exactly what I was listening for. 

^19. Listened to the actual words of the person that described the 

^ situation he/she was jalking about; what he/she actually saw. 
heard, sensed, etc. 

20. Listened for a description of what the person said to him/herself 

about the situation. 

21. Listened for the way the person felt. 

. ' ^ 22. Listened for the person's description of his/her behavioral dctidns 

in the.situationrwhat overt action he/she actually did or did not 
perform. 

' ' - 23. Listened for the person's motives or intentions in the situation. 
: ' 2^. Listened for the person's major area of concern. 



26. Listened for common thfemes expressed by the person. 



26. Listened to ttie person*s tone of voice: volume, intensity, rapidity, 
etc. 

27. Listened for any inconsistencies in thie person's communication. 

28. Communicated my attentiveness withi varied faciai expressions, 
smiiing, nodding head, hand gestures, etc. 

29. Waited before responding verbaity. During this "wait period" I 
systematicatty iabeied, organized and described to myself what I 
had observed and heard. For example, I described in my own 
mind, the event tt^e person was talking about, what he/she said to 
him/herself about that event, any feelings^experienced. and the 
overt actions performed by the person while focusing on the per- 
son's major area of concern. 

30. I thought about the verbal response to make to the person and 
chose the mosj facilitative one that would best help me achteve 
my objectives for the interview. ' . 
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Interaction Techniques Self-Rating Guide ^ ^ 
. ' Part li Verbal Responding Check Ust - . . 

During the interview just completed, I performed the following behaviors . . . - 
Yes No' N/A . ^ ^ 

1 . Opened the interview with an open-ended question or statement 

. that focused on the concerns of the interviewee. 

2. Allowed the person as many alternatives for self-exprdssion as 

* possible by moking .open-ended questions, and statements, re- 
. o • fleeting my understanding of .what he/she was saying, and used 

-» , * short verbal^rfspqnses such as '*uh-huh,"*Ves," etc. that encpurag- 

ed person to<:ontinu§ talking. 

. 3. Freely utilized open-ended responses, such as exploratory-foQUS, 

check, and continue responses, to build, strengthen, and main- 
tain a positive relationship. 

4.*/Cvoided exbessive use ot responses Jhat called for short, quick 

interviewee Vesporises' that tend to curtail his/her perceptual field 

and elaboration of topics. 

<* 5, " 

5. Consciously attempted to establish an early pattern of responding 

that facilitated interview^ expression and predominately used 
the open-ended responses of exploratory-focus, check, arid 
continueland avoided predominately using closed-ended ques^ 
tions. " • / ' - 

,6.=Communicated my atter^g^eness, concerp, anc^(|pfoivement by, 

practicing the effective norvyefeal techniques of positioning, 
observing, listening, arW frequently made verbal continue re- 
^sponses. ' . • - 

7. Avoided the u$^e ^f questions as-fny onty>tool for gathering irtfor- 

^ motion. - ^ " 

8. Brojj,e unpcoductive pauses with "exploratory-focus and check 

^ re^^nses. 

9. Used restricted-focus re;sponses only tp -collect specific bits of 

required ipformotion- or to appropriately narrow the area of 
discussion. ^ ^ 

^ '10. 'Often communicated my understanding of what the person was 

sayfng with check responses. 

1 1 . Olen communicated my understanding of what the person was 

s ^ * " - experiencingr - , 

' 12. Frequently verbalized .what I thought the person was communi- 

i- 13. Hod 0 mgtter-of-foct attitude pgcj tone of voice v/hen giving the 

' person objective and foctual infciiTjgtion. 

14. Used language the person understood ohd qvoided jargon and 

cOnfusirig terminology. • ' - . , . ' 

^ 15. Avoided presenting too much information to the person at "one 

shot" . ' 



16. Provided information In a well timed fashion. 

1 7 Mode diire the interviewee understood the information I provided, 

18. Used-^ypportlve, self-disclosure, etc. responses when called for 

19 AvojdMjtjgiving inappropriate advice. ^ ' , - 

20. Avojdee responses that dommubicated low levels of respect and 
negative' regard. 



132 



f 



Systematic Inteiview Programming Format 



1 . What are my objectives for this interview? 

2. What information does the interviewee need from me to achieve those objectives? 

a. Specific topics developed in section III. 

b. Knowledge of my attitude that demonstrates respect, positive regard, concern, atterr- 
tlveness, involvement, etc. . > . 

3. WhaHnformation do I need from the interviewee to achieve those objectives? 

a. Specific topics developed in section IV. , ' 

b. Knowledge of interviewee's attitude, involvement, behavioral responses such jp» his/her 
sensing, thinking, feeling, and acting. - ' 1 

4. What is the most effective and efficient way to exchange that information? [ ^ 

^ ' a.. Attract ttie intferviewee in a facilitative mcfnner sc5 that he/she .comes to the interview with 
a positive attitude* 

b. Carry cyjt all the guidelines for effectiv^ planning. 

c. Structure the interview setting rflaking it conducive to the exchange of inf9mriatlon. - 

d. When disseminating information attend to langua ge level used, ampunt of iriforjmatlon ia 
one' shot, timing, and interviewee's comprehension of the infomnation. ^ . 

e. When collecting infestation, be^ selective, avoid a facts with minimum meaning ap- 
proach, be systematic, ahd use questions in moderation. 

f. Practice effective positioning, observing, listenirig, and organizing actions.- 

g. Utilize a facilitative respon§3^ style by making monrient-to-rTtoment;esponses in a mariner 
that encourages free expression, openness, topic elab6ration\e*tc. - " ' * • - - 
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Relevant Information Awareness Matrix 



— Known 
to 

Interviewee 



' Not 
Kgown 

Interviewee 



/ 



Not Known 



t Known to interviewer 




to Interviewer 


if 












Known Dimension 




Hidden 
Dimension 




Unknown 


Blind Dimension 


Dimension 



Systematic Interviewing Skills 
I. Systematic Interview Programming 



Attracting ttie Interviewee 

1 Mode of 

Communication 
2. To Whom 

3 Who the interview is with 
4. What will happen ■ 

5 Where the inteiview is 

6 How to get there 

7. When the inteiview is "■ 
8 Why or purpose of the 

interview 
'9 Personal reason 

to come 

10 Personal Commitment 

11 Follow-up 



Planning the Interview 

1. General "Garrte^'Plan" 

2. Systematic Format 

. 3. Content and Process- 

4. Specific Objectives 

5. Written Plan 

6. Review 

7. inform Interviewee 

8. Moment-to-Moment 
Objectives 

9. Interviewee Focus 
vs Form Focus 

10 Flexible 



Structuring ttie Intenriew Setting 

1 Barriers 

2. Chairs ^ 

3, Interviewee Comfort 

4. Distracting Variables 

5, Confidentiality ^ 
6 Neatness 

7. Temperature " 

8. Lighting ' • • 

9. Accessibility ^ ^ 

10. Personalizing 

11, Time 



II. Information Exchange 
Intormdtion Dissemination Effectiveness Information Collection Effectiveness 



1 Role and Function of • 
Agency/ Organiz ation/Section 

2, Your Role and Function , 

3. Iriterviewee Rights 
->44aterviewee Responsibilities 

5. Interviewer Style 
Language used 
Amount of information 
Tkning 
'Format 



1 Informatioafrom Section IV'- Step 2 
2.^terviewer Style 

Systematic 

Selective 

Shot-Gun 

Open-ended 
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III. Non-Verbal Interaction Techniques 



Positioning 

1. Attention 

2. 'Distance 

3. Face squarely ^ 

4. Body inclination^ 

5. Eye-contact 

6. Open-posture 

7. Relaxed 

8. Distracting nnovements 



Observing 

1. Interviewee's positioning 

2. Personal appearance 

3. Levels of activity 

4. Gestures 

5. Facial expressions 

6. Feelings 

7. Patterns - 



Ustenirfg 

1 Internal distractions 

2. Suspend jOdgement 

3. Goals 

4. Actual words 

5. Self'talk 
6 Feelings 

7. Actions 

8. Area of concern 

9. Themes 

0. Tone of voice 

11. Inconsistencies 

12. Attelitlveness 

13. Wait 



Organizing - > 

1. Behaviorally oriented 

2. fVli^lti-modal behavior 
* 3. Sensory responses 

4. Cogliitive responses 

5. Affective responses 

6. Somatic/motor responses 

7. Dommant dirrigpsions 

^ 8. Chocxe verbal respbnses 



IV. Verbal Responding 



Moment-to-Moment Responses 

1. Continue Response 

2. Restricted-Focus Response 

3. Exploratory-Focus Resporise 

4. Check Response 

5. Declarative Response 

6. Self-Expressive Response 
, 7. Interpretive Resporjfee 



Response Styfes - 

2. The Listener 
2. The Interrogator 
3^^ The Explorer 

4. The Reflector 

5. The lnf(J|«er 

6. The Self'Expresser 

7. The Interpreter 
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The Facilitator 



1. start thieinteiview withi open-ended responses 



.3. Break unproductive pauses by focusing^pPHfiteiviewee 
4: Build and maintain rapport ^ 

5. Gather additional infoogpation 

6. facilitate inteiviewee explora^H 

7. Gather specific bits of information 

8. Narrow ttie area of conversation 

9. Encourage interviewee talk without interruptions*' 

10. Communicate understanding 

11. Present objective factual information 

^ 2. Information from one's own frame of reference • 
13. Interpretations as necessary 



2. Gather information from interviewee*: 




active 
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Section VII 

Where To Now 
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step I - Skill Assessment 

^ Exercise I 

Compare the results recorded on the self-assessment forfhs found on pages 130132 with 
those on pages 134-138 and answer the following questions: 

1. Are the^ any ofiscrepancies between what you think you do and what you did do in a role- 
played situation? . 

2. Are you satisfied with the results on pages 134-138? ^' . \ 

3. What do you think about your performance? 



4. Do you want to maintain your present level of performance or. improve it? 

5. Can you implement fhe skills you have learned here back home in real-life situations? 



Exercise 2 - Attitude Assessment 

1 How will what -l have learned here help me in my job? ^ 

2. How will I apply what I've learned? 



3. What tjre some possible things that might prevent me from using what I have learned? 

4. How will ^ handle those obstacles? 

5. What will help me use what 4 have learned? 

Skill + Attitude = Effectiveness 
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step II - Skill Development 



Skill Development is an ongoing process. 
Notes: 



Habit phange = seK-observcrtton, s^lf-monttoring, selfeVaiuation, attention to 
details, persistent and extensive practice 

Are you willing to develop your skills as ari^efectivis^ interviewer^ 

No 



T 

Goofdbye 



Yes. 



Turn ttie Page 
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The Stages of Skill Development 



Stage 1 - Cognitive Understanding 



Stage 2 - Converting Practice 



Stage 3 - Cognitive-Emotive Dissonance 



Sfage 4 - Persistent & Extensive Practice 
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Stage 5 - Cognit'ive-EmOTve Harroony 



Stage 6 - SI<ilUormation 
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What is Cognitive-Emotive Dissonance? 



Cognitive-emotive Dissonanceris when you know how to do the correct thing or best thing 
but you feel **wrong" when you do it. The new behavior does not "fit" with you. Hence, you 
experience negative feelings in your gut when applying the skill instead of positive feelings. 
Ypw4Tiay get confused and frustrated and end up concluding that you can't succeed at the 
ew behavior and go back to your old habits. 

An Example of Cognitfve-Emotive Dissonance: 

You move or vacation for an extended period jh Japan. You buy a Japanesecarwhile there. 
You have had time to develop cognitive understanding into Japanese-style driving. You 
understand that Japanese cars' and traffic are opposite to ours (i.e., the steering wheel is on 
the right-side of the car, and in Japan you drive on the left side of the road). In spite of your 
knowledge and ability to drive Japanese style (your cognitive understanding) it doesn't feel 
"right" doing it. You don't have emotional understanding or the correct norrrial, natural 
emotional feeling for doing it. For several weeks, every time you drove the car, the thinking part 
of your brain correctly directed you to drive on the left side of the.road, but the feelingpart of 
your brain made yqu feel strange as if you were doingsomething wrong. So you have a strong 
6rgeto go back to rightsided driving. In fact, if you stop thinking about it, you may find yourself 
J on the right (but wrong) side of the road. ' ' ^ ^ 

Overcoming Cognitive-Emotive Dissonance 
and Developing Cognftive-Emotive Hamiony 
^ leading to Skill Formation 

T 

- Persistent and Extensive Practice 





: ^ ■ ^' Skill Development - Stage 4 

Persistent and Extensive Practice 

step 1 • Behavior Rehearsal • Imagery Practice ^ 
What is It? Why do It? 

Three ways to perform behavioral rehearsal via mental imagery: 

1. Without Script - Do the following ten minutes a day for at least three weeks. 

a. Picture yourself or fantasize in your mind as vMdty and as intensely as you can preparing 
foY an interview. Realty imagine yourself sitting at your desk planning the interview. You 
, develop a "game-plan" that includes the topics you-want to discuss to give the inter- 
viewee needed information to involve them in the interview and topics that include 
information you want to get fronn the interviewee. 

b. Next see yourself structuring the interview setting^so as to facilitate the Kifornnation ex- 
change process. 

c. Really imagine very vividly carrying out all of the guidelines covered in Systematic Intei^- 
viewing Programming. j 

d As you carry out tinose guideliries, relax and feel calm. 

e. Now really see yourself practicipg all of the non-verbal interaction techniques guidelines. 
See yourself positioning your body, observing the interviewee, actively listening, and 
irriagine yourself organizir^ the data you are collecting in a systematic^ffective mannier. 

f Feel natural as you do this. 

g. Now hear and see yourself responding to the interviewee. Imagine yourself asking open- 
ended questions, making open-ended, statements while avoiding the excessive use 
of closedrended questions. 

h. Imagine^yourself continuingJtie interview utilizing a facilitative response style. Imagine^ 
it feeling* natural to do so. You are feeling calm, relaxed, while determined to practice 
your skills. • • • 

2. Wltti Script - Develop a script of what you want to see, hear, think, feel, and do during your 
interview and record it on tape. Once a day for three we^ks play the tape and strongly 
imagine yourself doing ttie things described. The followirygUs^a saniple Imagery Script. 

Sample In^qgery Script . ^ 

0. I have programmed my iiiterview very well. I have encouraged the person's appearance 
for the interview by extending an invitation that provides information that wil|/racilitate 
his/her desire to come. I hove structured my office setting in such a manner that it will be 
very conducive to the information exchange process.andl have planned the interview 
well. I know all thetopics I want to cover with the interviewee to meet my objectives. I feel 
good. I feel relaxed ond calm. I feel deterrriined to conduct an effective interview. 



b. The interviewee has arrived ^nd the interview is in process. I am sitting facing the person 
squarely with nny body incline<;jtoward him/her. There is a connfortable distance between 
us and J am looking toward theljlierson as l.maintainxan open.posture. I am very relaxed. 
I see rfiyself practicirig these positioning behaviors very clearly. 

I am observing a nunnber of things as I listen to the person. I look at his/her level of 
activity. I look at gestures, facial expressions and patterns in the person's behavior. I ann 
picking up a nunnber of cues and have a nunnber of hypotheses to be checked out as to 
the person's feelings, thoughts, etc. 

J? hove suspertded judgennents about the interviewee so that I can realty hear and 
understand eveiything4^she is saying. I know what I'nn listening for and I see and hear 
myself accurately labeling and organizing the data I'nn collecting. 

c. I hear myself responding to the Interviewee in an open-ended fasl^jtion. I see.nnyself and 
hear myself asking open^nded questions, making open-ended statements while avoid- 
ing the frequent use of closed-ended questions. I feel calm, relaxed, and determined. I 
hear myself giving the person information with responses that are very descriptive in 
character and neutral in tone. Tm using language the person understands. I'm very 
pleased with my performance. 

S.Jntefviewing Skills imageiy Rehearsal Tape - This tape has been developed by th^^ 
authors. However, you are encouraged to develop your own so that you may be specific to 
the job you do and personalize it more. 

step 2 - Behavior Rehearsal - Role*play Practice 

People ! nna^r1^5iQe to role-ploy with me 

2. ' . . • , . 

a. . ' 

Available times for rolfe-ploying^, ' % . 

1. . * • 

2. 
3. 

Places to role-play 
1. 

3. 

■Step 3 • Behavioral Rehearsal - In Vivo Practice 
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Behavior Review 



Tape Recorder 

Microphone 

Tapes 

Self-Assessment Devices 

Self-Assessment Forms To Use With Behavior Review 

1 The Systematic interview Programming Seif-Assessment Guide 

2. The information Dissennination Self-Rating Form 

3. The information Coiiectlon Self-Rating FoTm 

4. The interaction Techniques Self-Rating Guide 

5. The interaction Techniques Classification Form 

6. The interaction Prdfile Sheet 
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Using Self-Reinforcement 
to Facilitate Skill IHyelopment 

1. If you frequently avoid doing things tfeot you l<nowwilMm prove your perfornnance because 
of any number of reasons (i.e., Iacl< of%ne, no interest, etc.) you may wantto use the follow- 
ing self-management methods to eh^urage yourself to do the practice every day, 

2. Select some activity that you highly enjoy and thot you tend to do every day— such as 
reading, watching TV. social activities, gating some choice food, etc. . ' 

3 Use this activity as a reinforcer or reward by only allowing yourself to engage In it after you 
hove practiced your skills for that day. Otherwise, no reward. 

4. You nnay also select sonne activity you find unpleasant— such ds*cleaning the bathtub, 
wasting the car, cleaning all the windows in your home, etc., and penalize yourself by 

• making yourself perform that activity every day you do not practice. 

5. You nnight want to also arrange with someone to monitoryou dfib to helpyou actually cany 
out the penalties you set for yourself. / - " / 




7 ' " • ^""^^^ 



Continuation of %\C\\\ Development and l^lbintenance 

1. >Next Wednesday or approximately V2 week following this session, petform thie following 

actions: 

a. Tape record an interview. ' 

b. Rate your performance using the Self-Rating Forms on pag^ 156-165of your Wor^ook. 

c. Listen to the tape and classify each of your responses utilizjng the I nteraction Techniques 
. Classification Form: Worksheet on page 166 of your Workbook. 

d. Do a profile of your interaction style on page 167 of your Workbook. 4 

e. Analyze your performance in terms of what you think about, how you feel about it, and 
^ what you plan to do about it. . ^ ^ 

f. The date I will complete the above actions (a-e) is 

2. One week after the above data (date in 1.f) performJhe following actions: 

a. Tape record an fnterview. ^ 

^ b. Rate your performance using the Self-Rating Forms on pages 167-1 78 of yourWorkbook. 

c. Listen to the tape and classify each of your responses utilizing the I nteraction Techniques 
Classification Form: Worksheet on pSge 1 78 of your Workbook. 

' d. Do a profile of your interaction style on page 1 79 of your Workbook. 

e. Analyze your performance in terms of what you think about, how you feel about it, and 
what you plan to do about it. * ^ • . 

f. The date I will complete the above actions (a-e)-is. > 

3. Two weeks after the above date (date in 2:0 perform the following actions: 
^ a. Tape record an interview. 

b. Rate your performance usingltie Self-Rating Forms on pages 1 80-1 89 of Wor1<book. 

c. Listen to the tape and classify each of yourresponses utilizing the Interaction Techniques 
Classification Form: WorRsheet on page 190 of your Workbook. 

d. Do a profile of your interaction style on page 191 of your Workbook. 

e. Analyze your performance in terms of what you think about, how you feel 4i||put it. and 
what you plan to do about it. ^ ^ ' V 

.J. The date I will complete the above actions (a-e) is. ^ 

4. Tffe completion of Steps 1, 2, & 3 corrlpletes the Systematic Intervievyiag Skills Training 
process. However, we strongly encourage and urge yoU to continue th^ self-monitoring 
process by periodicallyrecordingyoar interviews and assessing your perforrpance. ^ - 

» > 

Remember: 

strive to be Atypical! 
Rise Above ttie Norm! 
Be Exc^ptionai! 

/ ^ ■ -Good Luck, ' 

Happy Interviewing 



TIfe Systematic Interview Progrdmmin^Self-Assessment Guide 

Part 1 • Attracting The Inteiviewee 

/hen I ma'de the appointment for the-person I just interviewed, i petfonfied the foiiowing 
« - behavior . . . - — 

(y^s No N/A 

r 

^ — ; ^ 1 Considered carefully the mode of communication (whether 

^ phone, written, or in person) that was most appropriate for the 

person being inyitdd. 

2. Considered carefully to whom the invitation was extended (inter- 
viewee, parents, guardian, spouse, etc.) 

• 3. Made sure the person knew exactly who the. interview was with. I 

identified myself and my agency/organization clearty. 

4. Infornned the person of what would happen. I sjated the type of 

_ - interview the person was being requested to come for (i.e., this is an 
initial screening interview). 

*. 5. ^nformed the person of where the interview would take place. I was 

very precise in stating the interview location, 

r~ 6. Info'rnned the person of how to get to the interview. I gave precise 

directions of how to get to my location. 

7. Infornned the person of when the interview would take p>lace. Time 

and date were included in the invitation. 

— 8. Informed the person of the general purpose or the why of the inter- 

view, I stated e^xactty why the person w^s being extended an . 

invitation (i.e., "To talk about hpw this agency may help you.") 

9. Encouraged the persbn to appear by presenting a persOriCfrrea- 

son, I stressed the benefits or advantages to the person of attend- 
ing the interview. ^ . 

10. Followed-up. I reminded the person of the' interview just before the 

scheduled date. 
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The Systematic Inteiview Programming Self-Assessment Guide 

Part II * Planning The Interview 

Considering the interview I just cbmpleted, I performed the following behaviors ... 
Yes No H/A^ . ^ 

1 I developed a general "ganne pdan" which guided my activities 

during the interview. \ ^ 

^ 2. I had a systematic format which I fojlowed when developing my 

general "game plan."- * ^ 

3. When formulating my plan. I focused both on the content offl<e 

inteo dew. su ch as topics t^t needed to be disodssea and process 
or how I would go about discussing those tcHpics. 

4. I developed specific objectives for this interviewee. 

5. I developed my interview objectives and^ strategies in written form. 

. 6. I reviewed those objectives prior to the interviewee arriving. 

^ 7. ] informed the^nterviewee of the interview objectives. 



8. I allowed my gefteral and pre-interView objectives to be moderat- 
ed by moment-to-rrioment objectives that developed during the 
course of the interview. 

- 9. I df^not become so involved in the content of forms that I missed 
what was reaHy being communicated during.the interview. I was 
aware of what was happeningwith\hfe interviewee and resporicteeP 
, * appropriately.'' v 

10. I was flexible. I did not rigidly and inflexibly inipose my "game 
plan" on the interviewee. 



4 
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TheiSystemcrtic InteiView Programming.Self-Asse$$ment Guide 
P^tt'lil • structuring The Jntefview Setting 

Prior to the inteiview I just completed, I petfomned the' following behaviors . . 
Yes No . N/A . ^ 

^ 1 Arranged furniture so as not.to have physical barriers betweenlne 

and the ir^feMewee. 

2. Had chairs of same or similar type and of equal height. 

. 3. Made sure the furniture was as comfortable as possible. 

4. Controlled noise or distracting variables such as phone calls, 

knocks at the door, outside noise, etc. 

5. Provided a meeting place where confidentiality could be assured. 

' 6. Put away things I did not wish the person to see. 

^ 7. Controlled temper^ure within the inteiview setting. 

8. Controlled lighting within the inteiview setting. 

9. Made sure the inteiview setting was accessible. - ' 

1 0. Structured the interview time so that sufficient time was allowed to 

achieve my objectives. ' ^ 
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fnteraction Techniques Self-Rating Guide 
Part I • Non-Verbal 9ehavior Check List 

During the interview jusf comiileted, I performed the following behaviors . . . 
Yes * No N/A 

^ 1 Put aside what I wCis doing<tind gave the interviewee my fuli 

' attention. 

i 2. Established a proper and comfortable distance between nne and 

the person. 

3. Fae^the person squaj^ly^ Right shoulder opposite the person's 

^ left shoulder and left shoulder opposite the person's right. 

^_ 4. Leoned^or rotated my body toward the person. 

> j_ 5. Developed and maintained eye contact. ' 

6. Assumed and maintainedan "open" posture by avoiding crossing 

my legs, folding my arms, etc. 

7. Maintained a relaxed manner while avoiding a rigid posture. 

8. <?efrained from linaking distracting movements such as fidgeting. 

. ♦ 9: Looked at the person's positioning. 

•:fO.,LQoked at the person's grooming 

W. Looked at the person's 1^1 of activity. 

_ ^12. Looked at the person's facial expressions. 

13. Looked for feelings expressed by the interviewee. 

:_ 14. Looked for patterns in the person's non-verbal communication. 

. * ^ 15. Developed hypotheses based on my observations to be checked 

. out with the interviewee. ' ^ 

z 16. Resisted internal distractions. I listenedwithacleorandopenmind 

and did not think about extraneous things. . 

: ^ ^ll 17, Initially suspended ju^igement. . 

IB. Had goals for listening. I knew exactly what I was listening for 

19. Listened to the actyal words of the person that described the 

situation he/she was talking about; what he/she actually saw, 
heard, sensed, etc. 

: ' ^ 20, Listened for a description of what the person said to hirrVherself 

» * about the situation. 

L - 21 . Listened for the way the person felt. 

' 22. Listened for the person's description of his/her behavioral actions 

' ' in the situation: what overt bction he/she actually did or dij^nqt 
perform. . ' * ^ 
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23. Listened for the person's motives or intentions in tlie situation. 

24. Listenec^for tfie person's majo^ area of concern. 

25. Listened for common tliemes expressed by tlie person. 

26. Listened to ttie person's tone (bf voice: voiume, intensity, rapidity, 
. etc. , i • 

27. Listened for any inconsistencies in tlie person's communication: 

28. Communicated my attentiveness witli varied faciai expressions, 
smiiing, nodding liead, hand gestures, etc. 

29. Waited before resporj^ing verbaily. During this "wait period" I 
systematicaiiy iabeied, organized, and described to myself what I 
had observed and heard. For ;exampie, i described In my own 
mind, the event the person was tail<ing about, what he/she said to 
him/herself about that event, any feelings experienced, and the 
overt actions pej/qrmed by the person while focusing on his/her 
major area of concern. 

30. I thought about the Verbal respor\^e to make to the person and 
chose the most facultative one that would best help me achieve 
my objectives for the interview. 
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Interaction Techniques Self-Rating Ouide 
Part 11 • Verbal Responding Check List 

During the interview just completecj, I performed the following behaviors ... 
Yes No N/A , * 

'i — ' . 1 Opened the interview with an open-ended question or statennent 

that focused on the concerns of the interviewee. 

> - . 2. Allowed the person ds many^ alternatives for self-expression as 

possible by making open-enSed questions and statements, re- 
flecting my understanding of what person said, and used short 
verbal responses such as "uh-huh," *V6S." etc. that encouraged 
the person to contiriue talking. 

^ 3. Freely utilized open-ended responses, such as exploratory-focus, 

check, and continue responses to build, strengthen, and maintain 
a positive relationship. . 

4 Avoided excessive use of respor^ses that called for short, quick, 

interviewee responses that tend to curtail his/her perceptual field 
and elaboration of topics 

, 5 Consciously attempted toestablishan early pattern of responding 

that facilitated the interviewee's expression and predominately 
used the open-ended responses of exploratory-focus, check, and 
/ continue and avoided predominately using closed-ended ques- 

/ tions. . ^ ' ^ 

^ 6. Communicated my attentiveness, concern, and involvement by 

practicing the effective non-verbal techniques of pQSitioning. 
observing, listening, and frequently made verbal continue re- 
sponses. ^ 

7. Avoided the use of questions as my only tool for gathering infor- 
mation. 

8. Broke unproductive pauses with exploratory-focus and check 

, responses. 

9. Used restricted-focus responses only to collect specific bits of* 

required information or to appropriately narrow the area of 
discussion. , . 

1 0. Often communicated my understanding of what the person wa& 

joying with check responses. 

— 1 1 . Often communicated my understanding of what th^ person was 
experiencing. 

12. Frequently verbalized what I thought the person was communi- 

catinlg. 

1 3. Had a matter-of-fact attitude and tone of voice when giving objec- 

' five and fqctual information. 

14. Used language thfe interviewee understood and avoided jargon 

and confusing terminology. 
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15. Avoided presenting too much information at "one shiot" 



1 7. Made sure the interviewee understood the information I provided. 

18. Used^ supportive, self-disclosure, etc. responses when called for 

19. Avoided givingjbappropriate advice 

20. Avoided responses that communicated low levels of respect and 
negative regard. 



16. Provided information in a well-timed fashion. 
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Information Dissemination Self-Assessment Fomfi , 

Directions: 

The first eight items are.tojDe competed by you prior to the inteiview Simply list the infor- 
rriotion you want to give the inteiviewee during the inteiview. 

Following the inteiview check the appropriate space to indicate your performance 
each item ,.^\^ ^ . * , 

During the inteiview just completed 1 performed the following. 
Yes No N/A . / ^ ^ 

1. Informed the iriteiviewee pf : , • 

2 Informed the inteiviewee of ! — ! • 

. 3 Informed the inteiviewee of : ' . — • 

' 1 4 Explained : = 

5. Explained ^ 

6 Gave the inteiviewee the following irvformation 



7. Gave the inteiviewee the following information 



8. Gave th^ inteiviewee the following information 



9. Made every effort to ensure that the information 1 gave was for the 
purpose of prorrioting independence and involvement. 

10. Communicated inforrr^atioh at the interviewee's level of under- 
standing. 

11. Avoided presenting too much information at "one shot." 

12. Provided information in a well-timed fashion. , 

fa. Made sure the inteiviewee had understood the information.' 

provided.^ ^ ^ 

14. Summarized thfe significant content of the inteiview discussion as 

the inteiview approached its end. 




Information Collection Self-Assessment Form 
^ Part I • Topic Discussion 



Directions: 



Prior to the Interview, list the Information Colle,ction Topics you wdnt to coVer with the 
interviewee 



Following- the interview check the topics you actually discussed. 



Discussed I 

1 

:_ 2 

3 

4 

5 

6 

7 . 

8' 

9 

10 



Discussed II 



Discussed III 



1 




1 


2 




2 


3 




3 


4 




. A 


5 




5 


6 




6 


7 




7 


8 . 




8 


9 




' 9 


10 - 
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Discussed I 

1 

2 

3 

4 

5 

6 

7 

8- 

9 

10 



Discussed II 

1 - 

2 

3 ■ 

i_ 4 

5 

-. 6 

« 7 

8 ' 

1_ 9 

_10 



Discussed III' 

1 

2 • 

3 

4 

5 

6 

• 7 

— - 9 

9 

10 



Information Collection Self-Assessment Guide 
Part II - Collection Style 

During the interview just completed. I did the following: 
Yes No N/A ^ 

1 . Reviewed oil available pre-inteiviewinforhriation on the interviewee 

prior to the interview. * 

2 Followed a systematic plan that included a list of topics to be 

discussed with the interviewee. " ^ 

3. Collected only that informption which helped me develop an 

uriderstanding of the person. ~ 

1 4 Knew what information was important and what was not. 

5. Avoided a "facts with mioimum meaning** information collection 

approach. 

6. Explored the interviewee's* feelings, actions, and thinking that 

. relatectto the facts being ^gathered 

• 7. Systematically explored all relevant topics in depth. 

8. Avoided cf "shotgun" approach, 

9. Asked myself covert questions that^sured indepth exploration of 

topics. ^ ' 

. 10. Used'questions in moderation 

11. Did not ask for information which I alrea4y had. 

12, Remained flexible.* 
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Interaction Techniques Classifiejntion Fomi: Worksheet 

My Responses in an Aduai Interview 



Date: 



Type of Response 



Continue 



Restricted- 
Focus 



Exploratory- 
Focus 



Check 



Declarative 



Self- 
Expressive^ 



Interpretive 




\ 



Interview Profile ^ 

My Responses in an Actual Inteiview Date: 



Percent 



. Information Collection 



Inforniotion Dissemination 



100- 
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The Systematic Interview Programming Self-As^sment Guide 

Port 1 - Attracting The interyiewee 

When I made the appointment for the person I jusj interviewed. I performed the following 
behavior < ' , 

Yes No N/A 

^ L Considered carefully the mode of communication (whether 

phone, written, or in person) that was most^ppropriate for the 
person being invited. 

* 2. Considered carefully to whom the invitation was extended (inter- 
viewee, parents, guardian, spouse, etc ) 

3. Made sure the person knew^^exactly who thelntervjew was with. I 

identified myself and my agency/organization clearly. 

1 4. Informed the person of what would happen. I stated the type of 

interview the person was being requested to come rpr(^e, this is an 
initial screening interview). 

5. Informed the person of where the interview would take place. I was 

very precise in stating the interview location. 

6.^ InforrrieaJhe person of how to get to the interview I gdve precise 

' directions of how to get to my location. 

7 Informj^alhe person of when the interview would take place Time 

and date were included in the invitation. 

8 Informed the persor^ of the general purpose or the why of the inter- 
view. I stated exactly why the person was being extended an invi- ' 
tation (i.e.. "To talk about how this agencv^may help you'') ' 

9. Enpouraged the person to appear fcy presenting a personal 

reoson. I stressed tt^e benefits or advantages to the person of 
attending the interview. 

^ 10. Followed-up. I feminded4b e p er s or:! of the iriterview just before the 
scheduled date. ' ^ 



0 



Jhe Systematic Inteiview Programming Self-Asisessment Guide 

Part II - Planning The Inten^iew 

Considering the inteiview l^st completed. I performed the following behavi(3 




N/A 



1. I developed a general "game plan" which guide_d my activities 
during the interview, 

2. I had a systematic format which I followed when developing my 
gerleral "game plan." 

3 Wheaformulating my plan. I focused both on the content of the 
interview, such as topics that needed to be discussed, ^and pro- 
cess or how I would go about discussing 'those topics. 

4 I developed specific objectives for this interviewee. 

6 I developed my interview objectives and strategies in written form 
v6 I reviewed those objectives prior to the interviewee arriving. 

7 I informed the interviewee of the interview objectives 

8 I allowed my general and pre-interview objectives to be moderat- 
ed by moment-to-moment objectives that developed during the 
course of the inteiview 

9 I did not become so involved in t^e content of forms that I missed 
what was.really being communicated during the interview I was 
aware of what was happening with the inteiviewee and responded 
appropriately 

^10 I was flexible I did not rigidly and inflexibly irripose my '*game 
plan" on th^ interviewee 



/ 
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The Systematic Interview Programming Self-Assessment Guide 
Part 111 - Structuring The Interview Setting^ 

Prior to' the interview I ju$t>Gompleted. I performed ttie follp)ving betioviors . . / 
Yes No N/A 

" ' 1. Arranged furniture so as not to tiave ptiysical barriers between me 

and^he interviewee 

1 2. Had ctiairs of same or' similar type and of equal tieigtit 

' 3 Made sure ttie furniture was as comfortable 06 possible 

' 4. Controlled noise o\ distracting variables sucti as ptione calls. 

knocks at the door, outside noise, etc ^ ^ 

5 Provided a meeting place where confidentiality could be assured 

6 Put away things I did nots^ish the person to see 

7 (^^ntrolled temperature within the interview settin^g. 

^ 8 Controlled lighting within the inteMew setting 

9. Made sureTlTe interview setting was accessible 

, 10. Structured the interview time sojhat sufficient time was allowed to - 

achieve my objectives I 



1 
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Interaction Techniques Self-Rating Guide 
Part I • Non-Verbal Behavior Check List 

During th^ inteWiew just completed, I performed ttie following behaviors . . . 
Yes No N/A ^ 

' 1. Put aside what I was doing and gave.-the intefviewe^my full 

attentioa • * 

Z Established a proper and comfortable distance between me and^ 

. - .> . ' the person, 

^ 3. Faced the person sqUarely. Right shoulder opposite the person's 

left shoulder and left shoulder opposite the person's right. ^ , 

,4. Leaned or rotated my body toward the person. 

5. Developed and maintained eye contact. « • 

6. Assumed and maintained an "open" posture by ayoWing crossing 

my legs, folding my arms, etc. 

7. Maintained a relaxeS^ipanner while avoiding a rigid-pesture.. 

^ 8. Refrained from making distracting movements such as fidgeting. 

/ 9. Looked at the person's positioning. 
10. Looked at the person's grooming. 
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llflooked at^he. person's level of activity. ^ 

12. Looked at the-person's facial exp^reasions.. 

A 3. Looked for feelings ex^re^sed by the^intewie^ea 

14. Looked for patterns in the person's non-verbal ©oirimunication. 

15' Developed hypotjieses based on/ny pbseivations to be checked 
7 'out with the interviewee^' <^ ^ , " - 

16. Resisted internaJ dfetrqetioris. Glistened with ^ 

/ ' ' ' and did not thfrrk about extraneous things. 

: 17. Jnifially suspended" judgement.,, • . ^* 

n^^Hdd goals for Jistening. I knew exactly? what I v^^as listening for. 

^ 19. iister^ \<i the actual words of the person tHat described, the 

• • .--^ituatlorf he/sHe ^ps talking about; what he/she actually saw, 
ftr^Td, sensedi'etc. ' * ' j: ^ , 

' 1> - " 20. Listen4d^foV a description of>w6at the person said to him/t>erself 
'abogtibe situation. ' * ; 

1 > ?1 . Lij^^fted for the way the person fe|t. ^ 

. ^ ' ^ . 22l.isteBed-^or tlYe' per5on*s description ottiis/heF b^htjvioral actions 

/in thfe situation:-What overt adion he/she 'actually did or did not 
perform. / / I . / 



4 23. Listened for the person's motives or inteptiofis in ttie situation. 

, 24. Listened for ttie person's major area of concern. 

^ ^5. Listened for common ttiemes expressed by ttie person, 

^ ' 26. Listened to ttie person's tone of voice; volume, intensity, rapidity, 

' . . etc. ' • 

1, ^ 27. Listened for day inconsistenc^ies in ttie person's communication. 

, ;/ . : .r ^^S^ 28. Communicated my attentiveness witti varied facial expressions, 

' . ^' smiling, nodding, tiead, tiand gestures, etc. 

29. Waited before responding verbally. During ttiis *Vait period" I 

systematically labeled, organized, and described to myself wtiat 
* • I tiad observed and tieard. For example, I described in my own 

mind, ttie event ttieperson was talking about, wtiat tie/stie said to 
tiim/tierself alDout ttiat event, aay feelings experienced, and ttie 
* overt actions F5erformed by ttie person wtiile focusing on t^is/t^er 
, mqjor'area of concern, y^ , ' 

, 30. I ttidugtit about ttie verbal response to make to ttie person and 

ctiose ttie mostfacilitative one ttiat would best tielp me actiieve 
my objectives for ttie interview, v 
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Interaction Techniques Self-Rating Guide 
Part II - >^bal Responding Check List 

During the inters/iew just completed.il performed \he following behaviors . . . 
Yes No N/A 

1 Opened the interview with an open-ended question or statement 

^ that focused on the concerns of the interviewee. * 

2. Allowed the person as many altem'atiyes for self-expression as 

.possible by making open-ended questions and statements, re- 

" * * . ^ fleeting my understanding of what person said, and usQd short 

verbal responses sach as "uh-huh," "y^s." etc. that encouragSd 
'the person to continue talking.-*^ 

/ • . 3. Freely utilized open-ended responses, .such, as^xploratory-focus. 

check, and continue responses to build, strengthen, and maintain 
o , e positive relationship. 

^ 1 1 ^ ^ *4 'Avoided excessive use of responses that called foe short, quick, 

• interviewee responses that tend to curtail his/her perceptual field 
^ and elaboration of topics. 

^ 5. Consciously attempted to establish an early pattern of responding 

tha^' facilitated the interviewee*^ expression and predominately 
used the open-ended responses of exploratory-focus, check, and 
^ continue and avoided predominately using closed-ended ques- 
tions. 




6. Comjnunicated my attentrveness; concern, and Involvement by 

* • practicing the effective non-verbal techniques of positioning,. 

obfe^ing. listening, and frequently made verbal continue re- 
sponses. 

^ ' 7. Avoided the use of questions as nr^y only tool for gathering^lnfor- 

matibn. 

^ 8. Brake unproductive pauses with exploratory-focus and check 

: ' responses. * , ^ • 

t 9. Used restricted-focus responses only to collect specific bits of 

- , ^ required inforiViaflon ito appropriately narrow the area of dis- 
'^ussion. f ' . ( 

^ * L 101 Often communicated my uhderstandirlg of what the person was 

[ / ^ saying with check cespqr^es. 

• 11. Often communicated my understanding of what the person was 

* ; ^ , experiencing. 

* ^ # 

u_ 12. Frequently verbalized what I .thought the person wasxamnaum* 

eating., # ^ 
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1 3. Had a matter-oNfact attitude and tone of voicewhen giving objec- 
tive and factual information - ^ 

14 Used language the interviewee understood and avoided jargon 
and confusing terminology. 

15 Avoided presenting too much information at "one sl^ipt." 

16 Provided injprnnation in a well-timed fashion. 

1 7. Mode sure the inteiviewee understood the information I provided. 

18. Used supportive, self-disclosure, etc responses when calle^fbr. 

19. Avoided giving inappropriate advice. 

20. Avoided responses that communicated low levels of respebt and 
negative regard. 



( 



Information^issemination Self-Assessment Form 



Directions': ^ 

' The first eight items are to be completed by you prior to the inteiview Simply list the infor- 
mation you want to give the interviewee during the interview. 

Follov^ng the interview check the appropriate space to indicate your performance of 
each item. 

During the interview just completed. I performed the following: 
YesT ^No N/A. 

!_ 1 Informed the interviewee of • 



2. Iriformed the interviewee of. 



3 Informed the interviewee of _f2_ 

4 Explained 

5 Explained ! 



6 Gave the interviewee the following information. 



7. Gave the interviewee the following information. 



8 Gave the interviewee the following itiformation. 



9. Made every effort to ensure that the information t gave wbs for the 
purpose of promoting independence and involvement 

10 Communicotect intormatidh at the interviewee's level of under- 
standing * ^ , • ^ 
,.11. Avoided presenting too much information at "one shot" 
12 Provided information in a well-timed fashion. 

. 13. Made sure the Interviewee hod understood the inforrnation pro- 
vided 

14 Surnmarized the significant content of-the interview discussion as 
the interview approached its end. 
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Information Collection Self-Assessment Form 
Part i ' Topic \>iscussion 



Directions: 



Prior to the Inteiview, list the Information Collection Topics you wont to cover with the 
interviewee 



Following the inteiview check the topics you actually disTSussed. 



Discussed I 

' 1 

2 

3 

4 

5 

6 

7 

8 

9 

10 



Discussed II 



2 
. 3 
_ 4 
- 5 
_ 6 
_ 7 
_ 8 
. 9 
-10 



Discussed III 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 



Discussed I 

'. 1 

2 ' 

3 

4 

5 

6 

7 

8 

9 

10 



Discussed II 

l' 

I ^ 2 

3 ■ 

4 

. 5 

6 

7 

8 

9 

t 10 



Discussed III 

1 

2 

3 

4 

5 

■ 6 

7 

8 

9 

_10 
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Information Collection Self-Assessment Guide 
Part II - Collection Style 

During the interview just completed, 1 did \he following: 
Yes No § N/A . 

^ i. Reviewed all available pre-interview information ontheinterviewee 

prior to the interview. 

2. Followed a systematic pian that included a list of topics to be 

.discussed with the interviewee. 

^ 3. Collected only that information which helped me develop an 

understanding of the person. _ 

4. Knew what information was important arid what was not. 

1 5. Avoided a "facts with minimum meaning" information collection 

' approach 

' 6. ^Explored the interviewee's feelings, actions, and thinking that re- 
lated to the facts being gathered. ^ 

7. Systematically explored all relevant topics in depth 

^ 8. Avoided a "shotgun" approach. 

^ Asked myself covert questions that insured indepth exploration of 
topics. 

10. Used questions in moderation. 
^11. Did not ask for information which I already had. 
12. Remained flexible. 



hnteracKon Techniques ClassificoNon Form: Worksheet 

My Responses in an Actual Inten^iew 
Date: ^ 



Type of Response 





Continue 






Ctieck' 






Interpretive 




Restricted- 


Exploratory- 


Declarative 


Self- 






Focus 


Focus 






Expressive 
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Interview Profile 

My'interview Profile in an Actual Interview Date:. 
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The Systematic Interview Programming Self-Assessment Guide 

Part I - Attracting The. Infeiviewee 

When I made the appointment for the person I just interviewed, I performed the following 
behaviors ... 

Yes No N/A ' . ' 

• > 

^ 1. Considered carefully the mode of communication' (whether 

• phone, v^ritten, or in person) that was most appropriate for4he 

• person being invited. 

2. Considered carefully to whom the invitation was extended (inter- 
viewee, parents, guardian, spouse, etc.) 

3. Made sure the person knew exactly who the interview was with. 

I identified mVself and my agency/organization clearly. 

4. Informe^d the person of what woutd happen. I stated the type of 

^ interview the person was being requested to come for (i.e., this is an 

^ i ' ' initial screening interview). 

5. Informed the person of where the interview would take place. I was 

very precise^in stating the interview location. 

^. Icgprmed the person of how to get to the interview. I gave precise 

ejections of how to get to my location. 

. ' 7. Informed the person of when the interviewwouldtal<e place. Time 

and date were included in the invitation. 

^ f^. « ^ 8. Informed the person of the general purpose or the why of the inter- 

view. I stated exactly why the perspn was being extended an invi- 
tation (I.e., "To talk about how this agency may help you/') 

. 9. Encouraged the person to appear by presenting a personal rea- 
son I stressed the benefits or advantages to the person of attend- 
ing the interview. ^ ^ ^ 

^ 10. Followed-up. I reminded the person of the interview just before'the 

scheduled date. 
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The Systematic Interview Programming Self-Assessment Guide 

Part II • Planning The Interview ' 

Considering the interview i just compieted. i performed ttie foilowing betiaviors . . 
Yes No N/A 

I I developed a general.^'game plan!' which guided my activities 

during the interview. ; . 

2. I had a systematic format which I followed when developing my 

general "ggme plan." 

_i_ 3. When formulating my plan, I focused both on the content of the 

interview, suchastopicsthatneededto bediscussed.andprocess 
or how I would-go about discussing those topics. 

4. I developed specific objectives for this interviewee. 

^ 5. I developed my interview objectives and'st?btegies in written form. 

6. I reviewed those objectives prior to the interviewee arriving. 

• 7. I informed the interviewee of the interview objectives. 

8. I allowed my general and pre-interview objectives to be moderat- 
ed by monaent-to-moment objectives th(j|t developed during the 
course' of the interview. 

' 9. I did not become $o involved in the content of forms that I missed 

what was really being communicated during the interview. I was 
aware ||what was happening with the interviewee and responded 
appropriately. » 

• ' 10. lwasflexi!?te.ldidnotrigidlyandinflexiblyimposemy"gameplan" 

on the interviewee. 



The Systematic Interview Programming Self-Assessment Guide 
Part Hi • Structuring The inteiview Setting 

Prior to the inteiview I just completed, I performed ttie following betiaviors . . . 
Yes No • N/A 

1 . Arranged furniture so as not to tiave ptiysical bCirriers between me 

and the interviewee. 

2. Hdd ctiairs of same or simildr type and of equal tieigtit., 

3. Made sure \he furniture was as comfortable as possible. 

4. Controlled noise or distracting variables sucti as ptione calls. 

knocks at ttie door, outside noise, etc. 

r 5. Provided a meeting place wtiere confidentiality could be assured. 

6. Put away ttiings I did not wisti ttie person to see. 

- 7. Controlled temperature wittiinsttie interview setting. 

8. Controlled ligtiting wittiin ttie inteiview settirig: . 

9. Made' sure \he intdview setting wos^jiccessible. 

* 10. Structured \he inteiview time so tticjLsuffipier^^^^ was allowedJo 

actiieve my objectives. 



^ Interaction Techniques Self-Rating Guide 

Part I - Non-Verbal Behavior Check List 

During the interview-^just connpleted, I performed the following behaviors . . 
Yes No N/A 

1 Put aside what I was doingvOnd gave the interviewee nny/full 

attention. ^ 

^ 2. Established a proper and comfortable distance between me and 

, , the person. 

• 3. Fac^d the person squarely. Right shoulder qpposite the person's 

left shoulder and left shQUldex opposite the person's right. ^ 

i J . . 4; Leaned or rotated my body toward the person. 

- - 5. Developed arid maintained eye contact.' " , 

J 6. Assumed and maintained an **open" posture by avoiding crossing 

. rriy legs, folding my arms, etc. 

7. Maintained a relaxed mannerwlnile avoidirig a rigid posture. 

^ ^ 8. Refrained from making distr(x:ting movemertts such as fidgeting. 

9. Looked dt- the person's positioriing. ' 

HO. 'Looked.at the person's grooming. 

L 11. Looked ot the person's level of activity. 

^ 1^. Looked' at the person's facial expressions: 

1 3. Looked for feelings expressed by the inteiviewee. 

1 14. -Looked for patterns in the person's non-verbaj 'communication. 

1 5. Developed hypotheses based on my observations to be checked 

\ *out with the interviewee. , 

' 16. Resisted ifitemal distractions. I listened with a clear apd open mind 

and did notthink^about extraneous things*^ \ 

17. Initially susperided judgement. 

18. Had goals for fist'ening.-l knew exactly wjnat I was listening for. 

19. Listened' to the ^actual words of the person that described the 

situation' he/she was talking about; what he/she actually* saw, 

heard, sensed, etc. * 

• * • > 

20. Listened for a description of what the person, said to him/hers6lf 
about the situation. 

21. Listened for the way the persqn felt. " ^ 

22. Listenerffor the person's descriptidn of his/her behavioral actions 
in' the situatipa; what overt action he/she actually did or did not 
perform. ' . . 




23. Listened for the person's motives or intentions in the situation. 

24. Listened for the person's major area of concern. 

'25. Listened for common thegnes expressed by the person. ' /*' * 

26. Listened to the person's tone of voice; volume, intensity, rapidity, 
^ etc. \ . - 

-27, Listened for any inconsistencies in the person's communicatiof\, 

28. Communicateci rfiy atterjtiveness with vpried facjcil^expressions, 
smiling, nodding head, hand gestures, etc. - * 

29. Waited before responding verbally. During this "wait period" I 
systematically labeled, organized, and described to myself whatj 
had observed and heard. For example, I, described in my own 
mind, the event the person was talking gbout, what he/she said to 
him/herself about'that event, any feelings experienced, and the 
overt actions performed by the person while feet/sing on his/her 
major area of concern. ^ - ' ^. 

30 I thought about the verbal response to make to the person and 
chose the most facilitative orie that would best help me achieve 
my objectives for the interview. 
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Interaction Techniques Self-Rating Guide 
Pait 11 • Verbal Responding ChepK List . 

During the jnterview just completed J performed the following behcfviors . , . 
Yes No N/A ^ * 



1 Opened ^he interview with an open-ertpled question or statement 
that focused onlhe poncems of the interviewee. 

2. Allovyed the* person as many alternatives for self-expression as 
possible l^y making open-ended questions- and statements, re- 
flecting my understanding of what persorvsaid, and used short 
verbal responses. such as "uh-huh," "yes," etc. that encouraged 
' . . thej)erson to cirxtinue talking. — 

3. Freely utilized open-ended .responses, such asexploratory-(ocus. 

check, and continue respqnses to^build,,strengthen. and m'aintain 
a positive relationship. ^ 

^ J - 4. Avoids excessive use of responses that called for short, quick. 

/interviewee responses that tend to curtail his/her perceptual field 
- and elaboration of topics. 

5, Consciously attempted to establish an early pattern of responding 

that- facilitated the interviewee's expression and predominately 
i ' used the open-ended responses of exploratory-focus, check, and 
continue-and avoided liiredominately using closed-ended ques- 
. T- tions. 

6 Communicated my attentiveness. concern, and involven^ent by 

practicing the effective non-verbal techniques of positioning, 
^ • ' observing.' listening, and frequently made verbal continue re- 
sponses. ' ' ~ 

' 1 J 7, Avoided the use of questions as my only tool fbr gathering infor- 

• > motion. 

a, Broke unproductive pauses with exploratory-focus and check 

^ responses. > 

. o_ ^ 9. Us^d festricted-focus responses only to collect specific bits of 

' \ ^ " required information or to appropriately narrow the area of dis- 
.cufigion. 

Iff. pfteri communicated my understanding of what the person was 
' saying with check responses. 

.^11 Often communicated my understanding of what the person was 

a/l ^ experiencing 

12. Fr^uently verbalized what I thought the person was communi- 
cating. ; 
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1 3 Had a matter-of-fact attitude and tone of voice when giving objec- 
■ ^ tive and factual information. , 

14. Used language the interviewee understood and avoided jargon 
and confusing terminc^logy. 

15. Avoided presenting too much information at "one shot." 

16. Provided informQtio<=Hfi a well-timed fashion. 

1 7. Made sure^he interviewee understood the information I provided, 

18. Used supportive, self-disclosure, etc. responses when called for. 

19. Avoided giving inappropriate advice. ^ ^ ^ 
• % 

20. Avoided responses that communicated low levels of>espect and 
negative regard. , 




InfoiTriati^n Dissemination Self-Assessmenfform 



Directions: . 

nhe^rs\ eight iterp3 ^re to be completed by you, prior to thie interview. Simply list the infor- 
iriotion you Warft tp give thie interviewee ^during thie interview, . \ 

( ^Fqllowing thie interview chieck thie appropriate space to indicate your perJorma\tce of 
\each item. * • • ^ ^ ' * 

louring the interview just conrfpleted I performed the following: 
• Yes Na N/A \ . ^ ^ 

r 1. Informed the Interviewee of • 

. ^ » 

2. Informed the inteiyiewe^df-L^ • 

, ^ ' 3. Iriformed the interviewee of '. • 

' • 4 Explain^ . ^ — : ^ • 

. */5. Explained ^ " . 



6. Gave the iriteiviewee the following information. 



7. Gave the interviewee the following information- 



. 8. Gave the interviewee the followingMnformation— L 



. ^ , 9. Made every effort la ensure that the information 1 gave was for 

the purpose Df-promoting independence and involvement. 

^ ''10: Cqmrnunicated inforination at the interviewee's level of under- 

' * / standing. 

. ll.'.y^voided^pres^nting too much information at "on^shot." 

' . . ' ' 12. Provided'information in a welMrtried fashion. . ^ ' 

^ X •. 13. Made ^sure the* interviewee had understood the rnfOrmation 

■provided.' * . J , ' 

• K ^Summarized the significant content of^the interview discussion as 

^ , ' tn^ infer>^ew approached'its end. 
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Information Collection Self-Assessment Form 
Part I • Tdpic Discussion 



Directions: 



Prior to the Interview, list the Information Collection Topics' you want to cover with the 
Inteiviewee. . °* 



Following the interview check the topics you actually disgussed. 
Discussed I 
_x-:_ 1 



. 2 
_ 3 
_ 4 
_ 5 
_ 6 
_ 7 
8 

_ 9 
JO 



Discussed II 



_ 1 
_ 2 
_ 3 
_ 4 

- 5 

- 6 
_ 7 
_ 8 
_ 9 
JO 



DiscussedJIl 

4 , 

2 

'J 3 

4' 

5 

_: 6 

7 

» 

9 

10 • 



Discussed I 



1 
2 



_ 3 
_ 4 
_ 5 
_ 6 

- 7 
_8 
_ 9 
JO 



Discussed -11 

1 

2 , 

3 

4 

5, 

6 

7 

8 

9 

^10- 



Discussed III 

1 

2 

3 

4 

5 ■ 

, 6 

7 



; - 9 
10 



Information Collection Self-Assessment Guide 
Pprt II • Collection Style 

During the interview just completed, I did ttie following: 
Yes No N/A • ^ . • 

: ' 1 Reviewed pll available pre-interview information on thie interviewee 

^ . pri.qr to thie interview. . . 

° - 1 • 2. Followed a systematic plan thiat included a list of topics to be 

' , • discussed withi thie interviewee. • . . 

* ^ 3. Collected only thiat information whiich hielped me develop an 

^ ^ understanding of thie person. ' . 

^ J " 4. Knew whiat informatiorj was importaht and whiat was^ not. 

5. Avoided a ^'facts wittvriinirTium meaning" information collection 

approacti.* , . > . 

6. Explored thie interviewee's feelings, actions, and thinking that 

* related to the facts being gathered. 

' ^ 7. Systematically explored all relevant topics in depth. 

' 8. Avpided a "shqtgun" approach. 

* ^ 9. Asked myself covert questions that insured indepth exploration of 

topics. 

, 10. Used questions in moderation. y 

11 Did not ask for information which I already had. 

_ , 12. Remained flexible. , • 

X . " '■ ■ • ' ' 
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Interaction Techniques Classification Fonn: Wbrlcstieet 

My Responses in an Actual Interview Date: : . 
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* Interview Prpfile 

My Interview Profile in dn Actual^ nterview Date: . 
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